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Abstract 
Community based tourism (CBT) as a concept offers a multitude of opportunities and benefits; 
however, there are numerous challenges in achieving such positive outcomes in real world 
communities. 
While conducting the review of the literature, the term ‘conflict’ emerged as a concept that 
could be used to describe many of the challenges occurring within CBT and the term ‘conflict 
management’ was recognised as the process responsible for positive or negative outcomes 
during the CBT process. The research gap became evident through the realisation that conflict 
and conflict management had not been specifically studied within the CBT context.  
To address the research gap, the purpose of this study was developed: to explore conflict and 
its management during CBT initiatives. To initiate this process, a model of conflict 
management was developed after reviewing both the CBT and conflict management literature. 
As a result, an original contribution towards understanding conflict management was 
developed, which was presented as a linear model. 
The conceptualisation of the linear model involved an ‘instance’ of conflict occurring, followed 
by a ‘response’ to the conflict, which then initiated an ‘impact’ on the CBT project. To 
determine if this logic was appropriate, a systematic review of the CBT literature was then 
conducted to assess the context of these three CBT-related concepts. This review determined 
the linear model to be a logical progression and also distinguished which CBT related concepts 
were most frequently mentioned as being ‘instances’, ‘responses’, and ‘impacts’. 
The five research objectives developed for this study were 1) to explore instances of conflict 
that occur within CBT initiatives; 2) to investigate the conflict management techniques used to 
respond to the identified conflict; 3) to explore how the response to the conflict impacted the 
CBT initiative; 4) to determine whether the proposed model of ‘instances’, ‘responses’, and 
‘impacts’ provides an initial understanding of the ‘conflict theme’ components that can be 
identified when addressing conflict management during CBT; and 5) to consider how the 
investigation of ‘instances’, ‘responses’, and ‘impacts’ of conflict in CBT can inform future 
projects to increase the likelihood of success. 
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Two stages of the exploratory research design were undertaken to attain qualitative data from 
CBT examples across the globe from representatives of four CBT stakeholder groups affiliated 
with CBT development: community, government, non-governmental organisations, and 
private enterprise. The first stage was an online survey, which investigated the conflict themes 
of ‘instances’, ‘responses’, and ‘impacts’ across the four stakeholder groups. The respondents 
were invited to participate in the second stage and the results were used to inform and develop 
the Stage 2 interview guide. During the Stage 2 interviews, the Constant Comparative Method 
(CCM) was used to acquire a dataset that constantly grew in detail and richness due to the 
evolution of the interview guide. Content analysis and NVivo were used to categorise and 
analyse the data to determine the most frequently referenced categories of concepts pertinent 
to conflict during the CBT process. 
The research derived from both stages of the research process generated qualitative results for 
research objectives 1, 2, and 3, regarding the ‘instances’, ‘responses’, and ‘impacts’ related to 
conflict. These results were compiled from all of the CBT examples described by the study 
participants who clearly understood conflict through the progression of ‘instances’, 
‘responses’, and ‘impacts’, as originally conceptualised for this study. The identification of 
these ‘conflict themes’ is a contribution of this study. 
Empirical evidence on the conflict themes attained during data collection determined that in 
addition to the linear progression, there are ‘interrelationship’ scenarios depicting the 
occurrence of the conflict themes, which include the ‘feedback’, ‘multiple conflict themes’, 
and ‘simultaneous’ sub-models. These models alone do not always demonstrate the complexity 
of the conflict management process; hence the importance of realising that these models can 
act in a congruent way with one or more of the additional models. Therefore, the original model 
conceptualisation that was based on the literature led to a systematic analysis of the practical 
process undergone by practitioners during CBT operations, as depicted within the CBT 
literature, and refined through primary research to develop the full Conflict Management 
Model.  
Through the data gathered on CBT, conflict and the understanding of the conflict management 
model scenarios, six practical recommendations were developed based on empirical evidence 
and these represent best practice to manage conflict and assist in positive outcomes and/or 
success during the CBT process. The recommendations are summarised as: proper 
implementation of planning is necessary, dedicated leadership must remain diligent and 
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support participation, the community’s goals and benefit scheme should be reviewed 
systematically, successful CBT takes time, the funding process must enable the empowerment 
of the community, and partnerships and networks need to be utilised.  
The key theoretical contribution is that this study is the first to have explored in detail the 
concepts of conflict and conflict management in CBT. Additional contributions are the 
development of a conflict management model and an approach to analyse conflict themes. The 
key methodological contribution was the use of CCM in a CBT study to continually derive 
richer data throughout the interview process. 
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1.0 Introduction 
In this initial thesis chapter the background of the research is first reviewed to provide a clear 
understanding of the problem, the research gap, and the significance of this study. The research 
purpose and research objectives are then presented, followed by an overview of the 
methodology, results, discussion, and conclusion chapters associated with this study. 
1.1 Background to the Research  
The premise of this study is based on community based tourism (CBT)1. CBT is an alternative 
form of tourism development that is intended to create and maximise benefits for local 
community members. CBT occurs in both developed and developing countries; however, due 
to issues and challenges, which will be explored within this study, developing countries often 
face a greater magnitude of obstacles during the CBT process. In theory, the local community2 
is intended to be involved in the development and management of grassroots tourism attractions 
and services that showcase the community’s culture, heritage, and environmental assets.  
Throughout the development process, CBT should assist community members in attaining their 
own voice through participation and facilitate them in attaining the capacity to become 
empowered through CBT operations.  Also, the majority of the benefits attained through CBT 
are meant to remain within the community through the proper implementation of a fair and 
proportionate benefit sharing scheme. Therefore, through tourism ownership and/ or 
management by the local community, community development objectives should be a focus of 
CBT, along with providing additional benefits to the community, which would include both 
                                                 
1  As discussed in section 2.1.1, CBT is defined by many authors in many ways. For the purposes of this study, 
the definition presented by Goodwin and Santilli (2009, p. 4) is adopted; it states that CBT is “tourism owned and/ 
or managed by communities and intended to deliver wider community benefit, benefiting a wider group than those 
employed in the initiative.” 
2 For the purposes of this research, the definition of community was developed for this thesis and is defined as a 
group of people who live within a local geographic proximity and have established a cultural interest in each other 
regardless of having a shared underlying ambition or not. Members of this community may have different agendas, 
goals, and opinions; but, due to their irrefutable influence and impact on each other’s lives, they must acknowledge 
the presence of one another and their representative culture for the benefit of their interests. 
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those members involved with CBT operations and those who are not (Goodwin & Santilli, 
2009; Mgonja, Sirima, Backman, & Backman, 2015; Tolkach & King, 2015). 
CBT, as discussed in the literature, is a concept that offers a multitude of opportunities and 
benefits. The problem is that there are numerous challenges in achieving such positive 
outcomes in real world communities and many CBT projects fail, or do not deliver on the 
planned community outcomes.  Gaining a greater understanding of CBT and how it can be 
more successful by understanding conflict3 and its management is the main contribution of this 
study. Through understanding the conflict that inevitably occurs during CBT and improving 
the conflict management4 process, better outcomes will occur within the many facets of CBT 
project operations and in managing community members throughout the CBT process. This 
study is worthwhile to CBT practitioners and of significance to the academic body of 
knowledge. 
The research gap is that, at the time this study was designed, there was no academic research 
examining the specifics of conflict and conflict management within CBT. Due to the research 
problem and identified gap, this study is crucial in assisting CBT projects to become more 
successful on a practical level and not just an ideal occasionally achieved in practice. Therefore, 
the significance of this study is to assist in filling the research gap, which will help in achieving 
more beneficial outcomes during the CBT process and facilitate making the theoretical 
objectives of CBT more applicable in practice. In order to be significant, this study was 
developed through an extensive review of the literature discussing the many issues and 
challenges that have occurred during CBT projects that could be linked to conflict. 
1.2 The Research Purpose and Research Objectives 
The purpose of this research is to explore conflict and its management during CBT initiatives. 
During the examination the literature, the term ‘conflict’ emerged as an encompassing concept 
that provided meaning to what was occurring throughout the stages of CBT development. As 
                                                 
3 As reviewed in section 2.3.5, conflict has been interpreted in different ways by many different authors. Based 
on secondary research and for the purpose of this study, a definition of conflict was developed for this study. 
Conflict was defined as an unshared opinion/ a disagreement/ a matter of uncertainty that is not necessarily 
negative, but needs to be addressed to attain resolution. 
4 As presented in 2.4.5, the definition of conflict management was developed for this thesis. For the purposes of 
this study, conflict management is defined as the process affiliated with the ‘response’ of key stakeholders to 
conflict. Conflict management includes the on-going process of managing ‘instances’ of conflict. 
Page | 3 
 
previously mentioned, the literature provided an array of issues and challenges affecting the 
many different aspects of CBT—the positives and negatives, the successes and failures—all of 
which provided the basis for this study. From the thorough review of past CBT research, it was 
evident that much of the information within the literature conflicted with other previous 
research.  
Further examination of the term ‘conflict’ revealed a sub-topic, ‘conflict management’, and 
how it was used to mitigate or resolve conflict. Through contemplation about conflict and the 
conflict management process, there obviously had to be an occurrence of conflict, which 
represented an issue, problem, dilemma, or challenge that needed to be remedied. The next 
logical step to understanding conflict was based on considering the reaction to the occurrence 
of conflict. Based on the reaction, there would be an outcome from that particular situation. 
From there, the identification of these three ‘stages’ evolved into the more appropriate 
terminology of ‘instances’5 (occurrences), ‘responses’6 (reaction), and ‘impacts’7 (outcome), 
which provided the basis for the proposed linear model of conflict management.  
The components of the linear model of ‘instances’, ‘responses’, and ‘impacts’ make up the 
‘conflict themes’8 of conflict management discussed throughout this study and by using these 
conflict themes, the model could be tested and applied. However, because these themes had 
not been specifically presented within the literature, a systematic analysis of the literature was 
needed to determine the context of the concepts related to conflict as mentioned in the literature 
and categorise them into one of the three conflict themes. The results of this analysis are 
presented in the Literature Review chapter. After achieving this, the research design was 
developed, as will be explained in the Methodology chapter.  
  
                                                 
5 For this study, ‘instances’ of conflict are the occurrences of conflict that are associated with the issues, 
challenges, problems, and/ or dilemmas that occur during CBT development, which must be properly addressed 
to assist in more beneficial outcomes from the CBT process. 
6 For this study, ‘responses’ to conflict are the reaction to the occurrence/s of conflict, which, ideally, would assist 
in more positive ‘impacts’ on the CBT process. 
7 For this study, ‘impacts’ from the ‘responses’ to conflict are the outcome of the ‘responses’ to conflict, which 
can be determined to be a positive or negative influence on the CBT initiative. 
8 Throughout this study, ‘conflict themes’ is an overarching term used to describe ‘instances’, ‘responses’, and 
‘impacts’. 
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Specifically, the objectives of this study are: 
1. to explore instances of conflict that occur within CBT initiatives 
 
2. to investigate the conflict management techniques used to respond to the identified 
conflict 
 
3. to explore how the response to the conflict impacted the CBT initiative   
 
4. Does the proposed model of ‘instances’, ‘responses’, and ‘impacts’ provide an initial 
understanding of the ‘conflict theme’ components that can be identified when 
addressing conflict management during CBT? 
 
5. How can investigation of ‘instances’, ‘responses’, and ‘impacts’ of conflict in CBT 
inform future projects to increase the likelihood of success?  
 
Investigation of the variation within the conflict management process would determine whether 
the proposed linear9 progression held in all cases or whether the complexity within CBT 
occurred in non-linear10 patterns due to interrelationships11 between and across the conflict 
themes.  
Based on the research purpose and objectives of this research study, the key stakeholder groups 
constitutes the unit of analysis as they have the most influence on CBT initiatives. The four 
stakeholder groups incorporated into this study are the community, government, non-
governmental organisations (NGOs), and private industry. 
                                                 
9 For the purposes of this study, linear refers to a cause and effect progressive sequence pattern based on actions 
and results. In accordance with this study, linear refers to a specific instance of conflict causing a response to that 
specified instance of conflict, where the effect of the response to the conflict is the impact. 
10 For the purposes of this study, non-linear refers to a cause and effect pattern based on actions and results; 
however, the pattern is not based on the conflict themes (‘instances’, ‘responses’, ‘impacts’) being in a progressive 
sequence. This means any of the conflict themes can occur in a multitude of arrangements and scenarios, at any 
given time, with any number of conflict themes occurring simultaneously or separately. This is a result of all of 
the conflict themes potentially being the cause of additional ‘instances’ of conflict. During conflict management, 
conflict themes are erratic and capable of occurring at any given time. 
11 Due to the irregularity in the patterns of conflict themes, this study has labelled their cause and effect relationship 
as interrelationships. Greater detail on these interrelationships and the non-linear progression of the conflict 
themes will be explained in more specific detail in section 5.5. 
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1.3 Brief Methodology 
The methodology chosen for this research is classified under critical theory12 and, due to the 
exploratory nature of the research, utilised qualitative data collection methods. A two stage 
ethnographic research design incorporating two case studies was developed.  
The first stage involved a qualitative worldwide email survey to gain specific examples of the 
‘instances’, ‘responses’, and ‘impacts’ of conflict during CBT initiatives. During Stage 1, 
participants were asked to describe a CBT example that involved an ‘instance’ of conflict and 
to provide the ‘response’ and ‘impact’ that occurred during a linear progression of the conflict 
themes. Participants for Stage 1 were attained primarily by reviewing relevant online websites 
for email addresses and using pre-survey filtering questions to ensure only appropriate 
participants responded. The data from Stage 1 was uploaded into NVivo and content analysis 
was used to categorise the data. The emergent themes from the Stage 1 results were used in the 
creation of the Stage 2 semi-structured interview guide. The Stage 1 survey also assisted in 
identifying the initial Stage 2 participants.  
After arranging in-depth, semi-structured interviews, either through Skype or face-to-face, 
Stage 2 commenced. Prior to each interview, participants were asked to provide any 
documentation relevant to the CBT example/s they would be discussing. After each interview, 
the Constant Comparative Method (CCM)13, which will be further explained in Chapter 3, was 
used to review the interview results to build on prior data attained throughout this study. The 
CCM was used to analyse the data after conducting a content analysis from each interview. 
This approach to the analysis of qualitative data enabled the researcher to be consistently 
evolving his understanding of conflict management within a CBT context and fine-tuning the 
questioning for the participants in each subsequent interview. By assessing, categorising, and 
making relationships with the data frequently, the researcher was able to acquire richer data 
during each additional interview. 
                                                 
12 As presented in section 3.3, the definition of critical theory, as explained by Blaikie (2000, p.100) is “the nature 
and origins of false consciousness, to describe the nature and development of social crises, to identify what needs 
to be done to resolve social crises, and to provide a plan of action on how people can affect the transformation of 
society.” 
13 As stated in section 3.6.2, the essential feature of the CCM is “that each unit of data is analysed and 
systematically compared with previously collected and analysed data prior to any further data collection. 
Purposeful sampling is consistently employed in this iterative process to solicit data variations that exhaust all 
angles of a topic.” 
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After conducting several interviews and gaining a greater appreciation for the ‘instances’, 
‘responses’, and ‘impacts’ related to conflict management, the researcher then travelled to 
Malaysia to conduct face-to-face interviews and to evaluate the two case study sites, along with 
interviewing multiple stakeholders from each case study. The case studies were conducted at 
two Malaysian communities that were in different stages of CBT development. The first case 
study was conducted within a community that is considered to be a successful example of CBT 
and has a benefit sharing scheme that distributes financial benefits to every single member of 
the community, whether they participate in the CBT product offering or not.  The second case 
study was conducted in another Malaysian community that was still developing its CBT 
product and trying to minimise the internal conflict that was occurring frequently within the 
community. After fieldwork was conducted in Malaysia, the researcher continued to conduct 
Skype interviews with several more participants. After experiencing the case studies and 
through the process of the CCM, the researcher was able to gain such an abundance of data that 
saturation began to occur frequently during the interviews. 
After all the data from Stage 2 were attained, it was inputted into NVivo and content analyse 
undertaken. To achieve this, the researcher transcribed all the interviews and then coded the 
data accordingly. During the interviews and particularly during the transcription of the data, 
the researcher developed an in-depth understanding of the conflict management process. To 
address research objectives four and five the ‘instances’, ‘responses’, and ‘impacts’ of conflict 
were also coded for their interrelations and whether or not the conflict themes resulted in 
successful or unsuccessful outcomes. 
1.4 Outline of Thesis 
Literature on CBT, conflict, and conflict management is reviewed in Chapter 2.  Additionally, 
Chapter 2 addresses the development of the proposed conflict management model associated 
with this study. In Chapter 3, the methodology used for this study is explained in detail.  
Specifically, the two stage research design is presented and justified. Chapter 4 presents the 
Stage 1 and 2 results by providing an overview of the data attained during Stage 1 and by 
presenting the most frequently referenced categories associated with the ‘instances’, 
‘responses’, and ‘impacts’ for Stage 2. Chapter 5, Discussion, summarises and compares the 
Stage 1 and 2 results presented in Chapter 4 to the existing CBT literature across the five 
research objectives that guide this study. Chapter 6, Conclusion, provides an overview of the 
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research process that occurred during this study and provides specific conclusions from the 
results of this research, which are presented in Table 6.1. 
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2.0 Literature Review, Development of a Model, and 
Systematic Analysis of the Literature 
2.1 Introduction 
This chapter contains three components and is divided into Parts A, B, and C. The first 
component, Part A (Section 2.2), is a critical analysis of the literature on CBT, conflict, and 
conflict management that forms the basis of identifying a research problem and a gap in the 
literature that in turn leads to the posing of research objectives of this study. The second 
component of the chapter, Part B (Section 2.3), describes the proposed linear progression of 
conflict management model developed by the researcher.  Part C (Section 2.4)  presents a 
systematic analysis of the relevant literature that identifies examples of conflict that were then 
grouped under the conflict model themes of ‘instances’, ‘responses’ and ‘impacts’. The chapter 
concludes by providing a summary of the chapter (Section 2.5). 
2.2 Part A: Literature Review 
Within this component of the chapter (Part A), a literature review is conducted on CBT, conflict 
and conflict management.  A critical analysis is conducted on CBT (2.2.1) and a broad selection 
of its relative terms are assessed.  This component also reviews conflict and conflict 
management (2.2.2) in the general, tourism, and CBT literature. Community based tourism, 
conflict, and conflict management are defined in accordance to this study. 
2.2.1 Community Based Tourism 
Within this section, the literature will be reviewed to present the concept of CBT. Also, the 
various definitions for community and CBT found within the literature will be discussed. The 
definition of CBT used for this study will also be presented.  
2.2.1.1 Defining Community 
The term ‘community’ is recognised within the literature as being vague and as having multiple 
interpretations and meanings. The term ‘community’ is used when describing many tourism 
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initiatives such as pro-poor tourism, responsible tourism, sustainable tourism, ecotourism, and 
CBT. Within the literature, and in practice, these tourism initiatives make the connection 
between tourism and the local communities wherever tourism occurs. Despite the frequency in 
which the term ‘community’ is used, most of these initiatives do not explicitly define what a 
community is and who is considered to be a member of that particular community (Mgonja et 
al., 2015). The need to clearly define community and its scope in a local setting is considered 
essential for the successful implementation of CBT at the local level (Mgonja et al., 2015). 
Tosun (2000) contends that one of the reasons CBT projects do not achieve the success they 
desire is due to assumptions embedded within the concept of ‘community’. As highlighted by 
Williams and Lawson (2001), just because people are located in the same geographical area, 
does not necessarily mean they are part of the same community. Within a certain geographical 
area, several different types of communities may exist. For example, community can reference 
certain ethnic groups, interest-based groups, or age groups. According to Williams and Lawson 
(2001, p. 271) an accurate definition of a community would be “a group of people who share 
common goals or opinions.” 
For the purposes of this research, community is defined as a group of people who live within a 
local geographic proximity and have established a cultural interest in each other regardless of 
having a shared underlying ambition or not. Members of this community may have different 
agendas, goals, and opinions; but, due to their irrefutable influence on each other’s lives, they 
must acknowledge the presence of one another and their representative culture for the benefit 
of their interests. 
2.2.1.2 The Evolution of Community Based Tourism 
During the 1980s, local residents were seen as a key component to a sustainable approach to 
tourism development within the tourism literature (Goodwin & Santilli, 2009; Sebele, 2010; 
Stone & Stone, 2010). In 1985, Peter Murphy released his pillar publication Tourism: A 
Community Approach during a very influential period in tourism development (Simpson, 
2008). Murphy’s book served as a catalyst for future studies on the concept of how 
communities needed to approach tourism development in an effort to satisfy their local needs 
(Lopez-Guzman, Sanchez-Canizares & Pavon, 2011; Richards & Hall, 2000; Simpson, 2008). 
Within Murphy’s (1985) publication, he accentuated how each community was to relate their 
particular tourism development plan to their specific local needs. Approximately twenty years 
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after the publication of his seminal work, realising the growing body of knowledge around the 
evolution of his original concept, Murphy and his wife Ann Murphy, recognised the need to 
apply strategic management concepts to CBT operations. Based on Murphy and Murphy’s 
(2004) suggestions and other recent pivotal publications, research into collaboration between 
stakeholders has been among the key topics at the forefront of CBT literature. Through the 
evaluation of this research, the need to mitigate and/or resolve conflict is deemed to be an 
important element to the process (Idrissou, van Paassen, Aarts, Vodouhè, & Leeuwis, 2013; 
Lee, Riley, & Hampton, 2010; McKercher, Ho, & du Cros, 2005; Yang, Ryan, & Zhang, 2013).  
According to Asker, Boronyak, Carrard and Paddon (2010, p. 2) the term CBT became 
commonly used in the mid-1990s, and is “generally small scale and involves interactions 
between visitor and host community, particularly suited to rural and regional areas.” CBT is a 
form of ‘local’ tourism and is typically owned and operated by the local community (Asker et 
al., 2010; Blackstock, 2005; Jamal & Getz, 1995; Okazaki, 2008; Reed, 1997). Commonly, a 
CBT initiative is sought after or established by the local community, local or national 
governments, and non-government organisations (NGOs) (Asker et al., 2010; Blackstock, 
2005; Jamal & Getz, 1995; Okazaki, 2008; Reed, 1997). According to Pearce (1992), CBT 
centres around local control of development, consensus-based decision-making and an 
equitable flow of benefits to all community members affected by the CBT development. The 
principles of CBT were initially presented as a means to assist communities located within 
impoverished or developing countries to establish an economic initiative based on cultural and 
environmental preservation. 
2.2.1.3 Defining CBT 
When considering how the term ‘CBT’ is used around the world, it is evident that its meaning 
and definition vary greatly among regions and practitioners (Asker et al., 2010; Goodwin & 
Santilli, 2009). Asker et al. (2010) found that in Latin America, rural tourism and CBT are 
often used in conjunction; whereas, in sections of Asia, eco-tourism is typically offered through 
a CBT initiative. Throughout the international landscape, sustainable tourism, rural tourism, 
eco-tourism, and CBT usually share common key objectives of protecting a destination’s 
cultural heritage, while preserving its natural heritage, and all the while improving on the socio-
economic development of the local community.  
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Existing literature on community sustainable tourism can be summarised in the following (Choi 
& Sirakaya, 2005, p. 383): 
• “community-driven or community-based tourism development; 
• minimisation of negative social and cultural impacts; 
• optimisation of economic benefits; 
• environmental concern; 
• planning; 
• visitor management;  
• full community participation” 
Through surveys conducted with numerous CBT practitioners, Goodwin and Santilli (2009) 
found there is not a general consensus for a definition of CBT. One of the key problems with 
CBT is that the term is used too loosely and without a standard definition within industries 
related to its use and implementation (Goodwin & Santilli, 2009). Their research concluded 
that whenever a project/ development/ initiative is labelled as CBT, then a commonly accepted 
definition must be in place. Therefore, according to Goodwin and Santilli (2009, p. 4), despite 
CBT being defined within the academic literature as “tourism owned and/ or managed by 
communities and intended to deliver wider community benefit, benefiting a wider group than 
those employed in the initiative,” practitioners, in general, still have a very diverse 
understanding of what CBT actually entails. 
According to Tolkach and King (2015, p. 388) "The term CBT describes alternative forms of 
tourism development which maximise local benefits and advocate capacity building and 
empowerment as means of achieving community development objectives." Highlighting the 
role of the community, the World Wildlife Foundation (WWF, 2001, p. 2) defines CBT “as a 
form of tourism where the local community has substantial control over, and involvement in, 
its development and management, and a major proportion of the benefits remain within the 
community”, and Mgonja et al. (2015, p. 378) state “CBT promotes community participation 
and seeks to deliver wider community benefits. Recognition of the need for community 
participation in managing natural and cultural resources makes community participation in 
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CBT an increasingly important aspect of its sustainability.” Additionally, Mgonja et al. (2015) 
state that community participation and ownership are key aspects to CBT. 
For the purposes of this study, literature from many affiliated community and/ or tourism-based 
initiatives that shared the key characteristics of CBT was regarded as being pertinent to CBT. 
Despite being termed differently, through the review of these community based initiatives, their 
similarities were so prevalent that their inclusion was based on applicability, not terminology. 
Community based terminology that was considered applicable and inside the scope of CBT 
used for this study is provided below:  
 Community Based Ecotourism (CBE) (WWF, 2001) 
 Community Based Natural Resource Management (CBNRM) (Armitage, 2005; Clarke 
& Jupiter, 2010) 
 Community Based Tourism Enterprises (CBTE) (Manyara & Jones, 2006) & (CBE) 
(Manyara, 2006; Manyara & Jones, 2007) 
 Community Based Tourism Initiatives (CBTI) (Simpson, 2008) 
 Community Participation in the Tourism Development Process (CPTDP) (Tosun, 2005) 
 Cultural Tourism Programs (CTP) (Mgonja et al., 2015) 
 Tourism Conservation Enterprise (TCE) (Nthiga, Van der Duim, Visseren-Hamakers, 
& Lamers, 2015) 
2.2.1.3.1 Outside the Scope of the Study 
Outside the scope of what was considered relevant to CBT, but not applicable to this study is 
community based terms such as ecotourism, pro poor tourism, and the sustainable livelihoods 
approach (SLA).  Therefore, many additional aspects and genres of tourism that include the 
community as a focal point of development or are intended to provide benefits to the 
community have been reviewed; however, only the previously listed terminology is considered 
relevant for inclusion within this study. Brief reviews of the terminology considered outside 
the scope of this study are provided in the following listing: 
1) According to Alison and Horemans (2006, p. 757), the Sustainable Livelihoods Approach 
(SLA) “combines a conceptual framework with a set of operational principles to provide 
guidance on policy formulation and development practice.” The SLA provides a framework to 
assess tourism’s outcomes and influence in a community (Wu & Pearce, 2014). However, the 
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livelihoods perspective is difficult to apply in practice, is attached to organisational structures, 
disciplinary biases and funding structures situated in presumed norms (Scoones, 2009). As a 
development framework, SLA is useful for assessing the dynamics of rural communities; 
however, it is only useful as a tool to be used towards achieving the aims of responsible tourism 
by bringing forth practical models or theories to assist communities (Mazibuko, 2013).  SLA 
is focused on impoverished communities, whereas, this study reviews CBT projects in both 
developed and developing countries. 
2) Ecotourism is defined by The International Ecotourism Society (TIES) as "responsible travel 
to natural areas that conserves the environment, sustains the well-being of the local people, and 
involves interpretation and education" (TIES, 2015). This means ecotourism often has benefits 
to the community because that is one of its main objectives.  However, you can have ecotourism 
without CBT, such as ecotourism operators that provide a product or service that has no 
corresponding influence on the community within which it is based.  Therefore, studies related 
to ecotourism were excluded unless specified as being community based (i.e. CBE). 
3) Pro poor tourism (PPT) is defined by Roe and Urquhart (2001, p.2) as “tourism that generates 
net benefits for the poor. Benefits may be economic, but they may also be social, environmental 
or cultural.”  PPT has outcomes that influence the lives of the impoverished, which CBT is also 
credited with; however, the scope of this paper was not focused on the poor only. Therefore, 
PPT was excluded from this study. 
2.2.1.4 The Definition of CBT as it Applies to this Study 
Based on the comprehensive review of the literature, the definition of CBT presented by 
Goodwin and Santilli (2009) is adopted for the purposes of this study. CBT is thus defined as:  
“Tourism owned and/ or managed by communities and intended to deliver wider community 
benefit, benefiting a wider group than those employed in the initiative.” 
Based on the literature reviewed specific to CBT, it was evident that CBT occurs in both 
developed and developing countries.  Additionally, the tourism products offered by each 
community involved in CBT can differ significantly.  As the definition of CBT for this study 
highlights, the primary underlying factor of CBT is that community members are involved in 
the delivery of a tourism product that aims to enhance the livelihoods of other community 
members. 
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Throughout the remainder of this study, due to definitional proximity between CBT and other 
terminologies used to describe similar concepts, as listed in 2.2.1.3, regardless of the 
terminology used in the cited literature, CBT will be inserted into the text where appropriate. 
2.2.1.5 Stakeholders Involved in the CBT Process  
The local community is essentially the most important stakeholder because they are not only 
the most impacted (positive or negative) by tourism development but also they possess a more 
familiar perspective on local development politics and the intricacies that may be specific to 
their unique destination (Kokkranikal & Morrison, 2011). A key component of the tourism 
industry and, in particular, CBT initiatives, is the dependency on involving the local 
community. Traditionally, locals are not only needed as employees but also as entrepreneurs 
to enhance the visitor experience (Blackstock, 2005; Kokkranikal & Morrison, 2011).  
Involving locals in the tourism process at the development, execution, and operational stages 
also ensures that at least some members of the host community will receive benefits from 
development within their destination (Kokkranikal & Morrison, 2011). Choi and Sirakaya 
(2005, p. 382) state: 
sustainable community tourism needs to prevent the deterioration of the social, 
cultural, and ecological systems of a host community. Community residents should 
derive some advantage from it. To successfully implement sustainable community 
tourism, this paradigm requires integrated vision, policy, planning, management, 
monitoring, and social learning processes. 
Important to note, traditionally, CBT has been primarily focused on ‘some’ members of the 
community receiving benefits; however, for a more equitable approach for all citizens, and to 
assist in the acceptance of tourism development by the entire community, it is proposed there 
should be at least one overarching benefit to the community, even if some individuals receive 
a greater share (Simpson, 2008; 2009).  
To evolve the CBT literature, Simpson (2008) released a seminal work on community benefit 
tourism initiatives (CBTI), which assessed the role of communities as stakeholders within the 
development process. Simpson (2008, p. 1) stated that communities should feel a “sense of 
ownership, feeling of responsibility and practical involvement”; however, he questioned their 
input in the role of development and operation at the managerial level. Simpson (2008) believed 
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input from the community was beneficial in eliminating conflict and establishing the product; 
however, he also thought that its management may benefit from a range of more experienced 
developers and operators. 
The range of stakeholders incorporated into this study includes the local community and its 
leadership, government at various levels, NGOs, and private enterprise. 
2.2.1.6 Benefits and Expectations of CBT 
Due to the decline of traditional rural village industries, some rural communities need to find 
alternative ways to strengthen their economic resources for community development (Lee, 
2013). As a viable option, CBT can provide economic benefits to local residents and assist in 
the development of traditional rural industries by promoting the host destination and providing 
tourists with cultural experiences while increasing their environmental awareness (Lee, 2013). 
CBT should support the equitable distribution of benefits within a community and have a plan 
to retain some of the benefits for community development (Johnson, 2010). Tourism 
development at the community level is a contextual process where the internal dynamics of the 
community have a significant role in the development that occurs (Johnson, 2010). According 
to Mgonja et al. (2015), when multiple stakeholders participate in a supportive and accountable 
manner, it is possible to establish a dynamic environment that can assist the critical components 
of ‘best practice.’ 
Assessment of examples of local, small-scale initiatives has shown outcomes in relation to 
increasing income for communities below the poverty line (Nawijn, Peeter, & Sterren, 2008). 
Asker et al. (2010, p. 3) state: 
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Community based tourism has been popular as a means of supporting biodiversity 
conservation particularly in (the) Asia – Pacific Economic Cooperation (APEC) 
developing countries and linking livelihoods with preserving biodiversity whilst 
reducing rural poverty and achieving both objectives sustainably. CBT may enhance 
social sustainability by empowering local communities to manage their own 
resources, provide meaningful employment, and assist with capacity building and 
cultural preservation. Environmental benefits include income generation for 
communities to actively protect their land from degradation and could enhance 
conservation efforts to attract tourists especially with regard to eco-tourism 
initiatives. 
The aims of CBT should be to empower community members and encourage their participation 
in the decision-making process, while disbursing the economic gains from tourism expenditure 
to community members and establishing self-sufficient communities (Choi & Sirakaya, 2005; 
Johnson, 2010; Mgonja et al., 2015). This can be achieved through full community 
participation in the development process and the assistance of regional and national 
governments, as well as international support. Government support can include training 
programs, low interest loans, assistance in strengthening cooperation between stakeholders, 
assistance in utilising local human resources, and in the overall planning (Choi & Sirakaya, 
2005). 
As demonstrated, and as previously explained, successful CBT supports local economic 
development and emphasises the need for both cultural and environmental preservation. Asker 
et al. (2011) provide a table, Table 2.1, illustrating the benefits of CBT. The importance of 
stating that the CBT initiative needs to be ‘properly implemented’ is due to the amount of 
literature that exists pointing out the problems affiliated with CBT. When implemented 
properly, CBT management systems should evolve into being adaptable and able to change as 
necessary for the benefit of the community while staying consistent with their initial aims and 
objectives (Mgonja et al., 2015). 
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    Table 2.1: Benefits of Community Based Tourism (Properly Implemented) 
 
2.2.1.7 Challenges of CBT 
Although CBT can be advantageous for many communities, the tourism literature reveals that 
there is an ongoing discourse addressing the problems affiliated with CBT. Recognising the 
challenge associated with the socio-economic principles of CBT, Simpson (2009, p. 187) 
states, “one of the most problematic areas has been to quantify the impacts of tourism on 
communities and local livelihoods.” Researchers (Asker et al., 2011; Goodwin & Santilli, 
2009; Kibicho, 2008; Okazaki, 2008; Simpson, 2009) have stated that there is often an 
unequitable distribution of benefits affiliated with CBT and that only select individuals position 
themselves to receive the benefits. Even if a specialised tourism product, as is the case of most 
CBT projects, would generate more economic growth, there has been little proof that the 
benefits are distributed fairly among residents (Nawijn et al., 2008), which is significant cause 
of concern for key stakeholder groups and hence, presents a stimulus to conflict.  
Generally speaking, tourism development is often criticised for creating an economic 
dependency (whether present or imagined) and instilling socio-cultural influences, which 
include acculturation and community conflicts (Lapeyre, 2011b). One of the problems that has 
evolved from trying to implement sustainable tourism within communities has been the 
difficulties involved in establishing an economically productive tourism initiative that also 
offers an improved lifestyle or benefits to local communities, while at the same time adhering 
to the principles associated with maintaining the native (pre-tourism) culture and environment 
( Simpson, 2009).  
Gascon (2012) identifies four key problems that prohibit CBT from fulfilling its potential: 1) 
low economic practicality; 2) CBT has been found to increase social differentiation and 
         supports local economic development through diversification of employment
         is financially viable
         respects and encourages equitable participation of local community
         is ecologically sustainable and minimises impact on the environment
         conserves and promotes living cultural heritage and welfare
         educates visitors about culture and nature
         demonstrates good management practices
         ensures a quality and safe experience for all of individuals involved
Source: Asker, Boronyak, Carrard and Paddon (2011) 
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increase community conflict; 3) the handling of natural resources is often misplaced; 4) the 
local population’s control over the tourism development is either undermined or prohibited due 
to constraints on the development. All four of these factors lead to conflict issues within the 
community. 
Although the potential benefits of CBT are widely recognised, the actual benefits to the 
community are often difficult to achieve (Hemson, Maclennan, Mills, Johnson, & Macdonald, 
2009). Blackstock (2005, p. 45) considers that CBT is:  
naïve and unrealistic, claiming it fails as a community based approach by (a) being 
too focused on industry development compared to community empowerment, (b) 
ignoring the internal dynamics of communities, and (c) ignoring the external 
barriers, such as inequality between developers and community members that affect 
the degree of local control.  
This criticism is made from the context of CBT development where external private investment 
is attempting to enter a rural community. In these cases, an external private developer may 
open a tourism business and then seek community consultation regarding the nature of the 
development. In these cases, instead of being an equal partner in the development of the CBT 
offering, the community is subjected to the outcome of the development (Hemson et al., 2009). 
Findings of long-term fieldwork conducted in Tanzania, where the generally accepted 
principles of CBT were compared to what was actually occurring within the communities 
revealed “multiple complex issues of power and resistance that illustrate many community-
based tourism conflicts” (Salazar, 2011, p.9). Although stated throughout much of the CBT 
literature, local control of the development occurring within the community is not necessarily 
the best scenario for the community members, particularly when that control is being driven 
by politicians (Salazar, 2011). The control of tourism by various stakeholders within the 
community and the pressure to increase visitor numbers could create a greater divide from 
within the community (Salazar, 2011). Additionally, empowerment issues, which influence 
who participates and as a result those who need the advantages of tourism the most, are often 
left out of the process or are given the least advantageous roles (Salazar, 2011). The emergence 
of local elites also adds to inequalities from within the community and the power relations that 
can emerge from tourism development may hinder the outcome of collaborative efforts and 
prevent involvement at the local level (Reed 1997). 
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As stated by Spenceley and Meyer (2012, p.298), “Some of the failings of CBT appear to have 
been caused by the development approach taken, which has been driven by ‘capacity building’ 
or ‘empowerment’ agendas and by ‘collective’ rather than ‘individual’ benefits within 
communities, instead of focusing on a business approach.” This was found to be consistent in 
funding proposals researched in South America and Asia that included many CBT related terms 
frequently mentioned in the literature (i.e. participation, gender, empowerment, and capacity 
building) but did not address key operational objectives such as business plans, product 
development, or marketing strategies (Spenceley & Meyer 2012). Spenceley and Meyer (2012) 
also discuss findings from southern Africa that indicate many CBT operators are unfamiliar 
with how operate a tourism business. Some of the identified areas of concern include financial 
management, monitoring and evaluation, market access, marketing, and communication 
processes (Spenceley & Meyer 2012).   
2.2.1.7.1 Participation of the Local Community 
While some CBT planners encourage the involvement of the local community, many do so 
without implementing public participation techniques that have proved advantageous in other 
aspects of planning (Simmons, 1994). Therefore, while increased public participation is 
encouraged, there has been a lack of tested or evaluated methods used to underpin the local 
community’s interest and involvement in tourism planning (Simmons, 1994). As stated by 
Mgonja et al. (2015, p. 384):  
Likewise, when too many people are involved, there is probability for problems to 
occur. Communities may become subject to external pressures, conflicting 
stakeholder interests, power struggles, and the growth of artificial hierarchies, hence 
undermining potential benefits to the community. 
The need for governments to continue supporting CBT initiatives, to provide additional care 
for new projects and continual technical support for existing projects should remain a focus 
(Mgonja et al., 2015). Nthiga et al. (2015, p. 407) found that the contribution of CBT “depends 
on the nature of the partnership arrangement, as well as the local, national and international 
contexts in which they operate.” The need for the government, at all levels, to understand the 
social impacts of tourism on communities is essential to the tourism development process so 
action can be taken to minimise any negative feeling about tourists and tourism held by 
community members (Deery, Jago, & Fredline, 2012). Due to residents of the tourism 
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destination being a vital ingredient in the tourism product, the attitudes and behaviour of the 
residents have a significant impact on the success, or lack thereof, of a destination (Deery et 
al., 2012).  
2.2.1.7.2 Benefit Sharing Mechanism 
The benefit sharing mechanism in most CBT projects is often inappropriate as many 
community members are not receiving a proportion of the benefits to which they are entitled. 
For tourism to benefit community members, adequate and effective strategies to capture tourist 
spending need to be properly implemented. If the benefit sharing mechanism and the 
environment for capturing tourism expenditure tourism are not properly established, then it is 
more likely for social elites to gain the majority of the benefits accrued from tourism. 
Therefore, an appropriate benefit sharing mechanism that is clearly defined, monitored, and re-
visited must be established to ensure the proper distribution of benefits and avoid exploitation 
(Mgonja et al., 2015). 
Although the benefits of CBT can be advantageous and appealing for community members, 
the benefit sharing mechanism is frequently nebulous (Mgonja et al., 2015). For example, 
involved community members must decide on the percentage of capital that goes into a 
community development fund or if direct benefits should be disbursed. 
2.2.1.7.3 Conservation 
If tourism development is not properly implemented and practised accordingly, it can have 
negative effects on the habitat, landscape, natural resources, local culture, and social structure, 
in addition to generating additional waste and pollution (Mgonja et al., 2015). Whereas, when 
CBT is properly implemented, it can assist the community in generating awareness and support 
for conservation and the local culture, which can flow on to create economic opportunities for 
the local communities (Mgonja et al., 2015). 
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2.2.1.7.4 Socio-Cultural 
Within the literature, tourism development is credited with potentially creating negative 
cultural impacts. These impacts include the negative influence on traditional family values, 
cultural commercialisation, social and cultural conflicts occurring within the community, 
economic welfare, purchasing power gaps between hosts and tourists, and the influence of 
tourist values on the host community (Gursoy & Rutherford, 2004). The identification of 
impacts, their extent of influence, and determining whether they are a result of tourism or 
another factor is a difficult process (Simpson, 2009). 
2.2.1.7.5 Overview 
Overall, just because CBT is meant to benefit the local community, this is often not the case 
and the fundamental aspects of who is meant to benefit is skewed by micro-politics that 
influence and impact the benefits of CBT (Salazar, 2011). Therefore, a key challenge for CBT 
is to develop economically viable options and tourist offerings that provide livelihood benefits 
and positive impacts to local community members while protecting the rights of all residents, 
their cultures, and the environment (Simpson, 2009). 
Owing to the lack of a clear description on which community members are involved in CBT 
and the differentiation in structure, size, development level, resource capacity, and benefit 
sharing mechanisms, many CBT projects fail to assist much of the local population (Mgonja et 
al., 2015). Although many CBT projects are located in rural areas, they are not always owned 
or managed by community members alone and there are many cases where they are run by 
external stakeholders. In some cases, the distance between the main office and the community, 
as well as the lack of resource capacity, cooperation, and communication hinders the viability 
of the CBT operation (Mgonja et al., 2015). 
2.2.1.8 Success 
As the success of tourism is reliant on the support of the local community, the need to 
comprehend, monitor, and manage tourism’s impact/s on the community is a necessity (Deery 
et al., 2012). To assist in this process, the impact of tourism cannot exceed the community’s 
accepted level of tourism influence. The ability to comprehend how tourist behaviour and 
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impact influence community members is essential for developing the appropriate management 
strategies (Deery et al., 2012). 
Although tourism has received praise from many communities around the world due to its 
ability to generate income and jobs, many destinations have struggled to deal with tourism’s 
negative impacts on natural, social, and cultural resources (Choi & Sirakaya, 2005). According 
to (Simpson, 2009), it has been difficult to ascertain whether CBT initiatives have been 
financially viable while attempting to benefit the local communities and the environment, as it 
has been problematic trying to determine the impacts of tourism on the communities and 
livelihoods. However, it is when community members are involved in the “decision-making 
during all stages of the project, from design to maintenance, that the best results occurred. If 
they were just involved in information-sharing and consultation, then results were much 
poorer” (Simpson, 2009, p. 4). 
An example of the advantages of using case studies to assess success at the community level 
has been adopted from Simpson (2009) and is displayed in Table 2.2. Two case studies were 
conducted to evaluate the implementation of an assessment protocol. As expected, the case 
studies demonstrated that tourism initiatives had affected community development, 
livelihoods, and assets through both positive and negative impacts. Despite the positive impacts 
outnumbering the negative, financial benefits were found to only reach select households where 
members were directly involved with the initiative. Other assets, such as infrastructure were 
only improved marginally and did not meet the expectations of the community or tourism 
industry stakeholders. Human resource asset improvements were linked to only the community 
members trained to work within the lodges. However, gender empowerment was noticeable in 
the Mathenjwa community. The benefits associated with social capital and natural resource 
assets were offset by negative impacts, which included both internal and external conflicts 
stemming from mistrust, misuse of funds, access restrictions, and the use of wildlife and nature 
reserves. 
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Source: (Simpson, 2009) 
2.2.2 Conflict and Conflict Management 
Within this section, conflict and conflict management will be reviewed and defined. CBT, 
tourism, and the interdisciplinary literature are all reviewed. 
2.2.2.1 Conflict 
From the general literature, within this section, conflict will be defined and reviewed. 
As stated by Rubin (1994, p. 33) “Conflict can arise in virtually any social setting, be it between 
or within individuals, groups, organizations, or nations. Such conflict can be managed in any 
of a number of possible ways. These include domination through physical or psychological 
means, capitulation, inaction, withdrawal, negotiation, or the intervention of a third party.”  As 
mentioned by Shetach (2009), conflict occurs as part of the communication process and is not 
negative or positive.  As a result, Shetach (2009, p.83) defines conflict as “differences of 
opinion or contradiction of interests among two or more people, parties or factors (departments, 
organizations, nations, etc.).” Conflict occurs due to two basic reasons, which are interpersonal 
differences and contradictory interests (Shetach 2009).  
Table 2.2: Summary of Impacts of the Tourism Initiatives on Community and Individual 
Livelihood Assets 
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2.2.2.2 Defining Conflict  
Within this sub-section, literature on conflict is presented, consisting of references from the 
tourism, including interdisciplinary studies as well as the broader literature.  
Regarding conflict,  Idrissou et al. (2013, p. 73) contend that “Conflict is often defined as the 
incompatibility of ideas, beliefs, behaviours, roles, needs, desires, values, and so on among 
individuals.” In his seminal publication from the organisational behaviour literature, Thomas 
(1976, p. 265) stated that the definition of conflict was “The process which begins when one 
party perceives that another has frustrated, or is about to frustrate, some concern of his.” 
However, when readdressing his previous work, Thomas (1992) considered that his original 
definition of conflict failed to provide sufficient detail on the initiation of ‘conflict,’ while still 
being broad enough for wide-range applicability.  
Within the tourism literature, McKercher et al. (2005) clearly articulate how conflict is 
associated with the interference of one’s/one party’s goal by another’s/another party’s 
behaviour. Within this explanation of conflict, goals are associated with a “preferred social, 
psychological, or physical outcome of a behaviour that provides incentive for that behaviour” 
McKercher et al. (2005, p. 540). Hence, through this definitional construct of what conflict is, 
the logical progression of the understanding of conflict would indicate that it is an oppositional 
force, of any nature, to another’s preconceived result. 
Another perspective offered by McKercher et al. (2005) is that conflict is the result of 
conflicting values. Due to values being understood within the literature as being non-
negotiable, the resolve of value-based conflict is often perceived as an obstruction to resolution 
by these authors. Generally speaking, the development of tourism often leads to conflict 
amongst stakeholders because new stakeholders become involved, often resulting in a value 
clash with pre-existing stakeholders (McKercher et al., 2005). 
Yang, Ryan, and Zhang (2013, p. 83), consider “Conflict provides many sociologists the central 
explanatory category for the analysis of social change and of ‘progress.’”, and highlight that 
“It is generally agreed that social conflict has both functional and dysfunctional consequences. 
If a social system is to benefit from conflict, the negative effects of conflict must be reduced 
and positive effects must be enhanced” Yang et al. (2013). In their study, these authors build 
on Simmel (1955), by detailing how conflict, as a process, is integral in social relationships 
and advantageous to non-violent transformational change.  The work of Simmel (1955) 
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provided the theoretical structure for a means of analysis and explanation for their research to 
account for the conflicts occurring in a community involved in a CBT developmental process. 
Therefore, conflict was attributed to the social transformation and cultural change of a society. 
The model developed by Yang et al. (2013) demonstrates how conflict influences behaviour 
and social constructs through a recurring process (Figure 2.1). 
 
 
Figure 2.1: An Inter-personal Tension Directed Mechanism of Tourism Impact 
(Yang et al., 2013, p. 756) 
2.2.2.2.1 Constructive or Destructive Conflict 
Although the dissolution of stakeholder relationships can often be attributed to conflict, the 
concept of conflict is not always necessarily a negative aspect of collaboration (Okazaki, 2008). 
Therefore, conflict can be labelled constructive or destructive, with constructive conflict being 
a positive aspect in the ultimate improvement of relationships during collaboration (Okazaki, 
2008). Constructive conflict can manifest through frustration, debate, and discussion, and can 
lead to increased understanding among collaborators, which can impact the collaboration 
between stakeholders and ultimately secure a positive development outcome (Okazaki, 2008). 
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2.2.2.2.2 Defining Conflict 
For the purposes of this study ‘conflict’ was defined as an unshared opinion/a disagreement/a 
matter of uncertainty that is not necessarily negative, but needs to be addressed to attain 
resolution. 
2.2.2.3 Conflict Management  
There is a significant body of knowledge regarding conflict management (including Angouri, 
2012; De Dreu & Weingart, 2003; Dechurch, Hamilton, & Haas, 2007; Jeong et al., 2008; 
Leach, Mearns, & Scoones, 1999; Panteli & Sockalingam, 2005; Poitras, 2012; Schusler, 
Decker, & Pfeffer, 2003; Thomas, 1976, 1992). Within this section, some well-cited conflict 
management models, which appear to be relevant to this study, will be reviewed. 
2.2.2.3.1 Conflict Handling Nodes of Thomas 
The seminal work of Thomas (1976, 1992) emerged as the most applicable conflict 
management theory for this research study. The model and ideas of Thomas (1976, 1992) are 
still relevant to the current literature as either a foundational source for new studies in various 
disciplines to build off and test (Montoya-Weiss, Massey & Song, 2001; Holt & DeVore, 2005) 
or as a pillar study within the organisational behaviour literature, which other studies use to 
formulate their scope. As recently as Berg and Karlsen's (2012) five conflict handling nodes, 
first presented by Thomas (1976) and then revisited in Thomas (1992), have been mentioned 
as the fundamental responses associated with conflict management. 
As explained by Thomas (1992), the five nodes of competition, collaboration, compromise, 
avoidance, and accommodation were initially identified in Thomas (1976) as five different 
approaches for managing conflict. The establishment of the nodes was to represent five basic 
choices parties can make when faced with conflict (Thomas, 1992). These five conflict 
management choices are positioned and classified in relation to their level of assertiveness and 
cooperativeness (Thomas, 1976; 1992). The Thomas (1992) model is displayed in Figure 2.2 
to demonstrate how the five nodes relate to the level of assertiveness and cooperativeness 
during the conflict management process. 
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Figure 2.2: Conflict Handling Nodes (Thomas, 1992, pg. 266) 
 
As will be reviewed in the following section (Section 2.2.2.3.2), the components of the Thomas 
(1976; 1992) model are still being discussed as fundamental components used in the 
examination and conceptualisation of models across disciplines.  For the purposes of this study, 
the Thomas (1976, 1992) model provided insight into how to assess conflict management 
between stakeholders during CBT.  This insight provided a key component to the development 
and conceptualisation of this research and is termed ‘responses’. 
2.2.2.3.2 Conflict Management Models 
Throughout the general literature conflict management is applied across disciplines and is 
applicable across a realm of scenarios.  Describing and presenting a few selected models from 
the general literature within this sub-section demonstrate this.  Additionally, the need for the 
development of a simplified, yet encompassing model was supported. 
As stated by Franco, Rouwette, and Korzilius (2016, p. 878) “Empirical evidence on how 
cognitive factors impact the effectiveness of model-group decision making is lacking.” Franco 
et al (2016, p.880) state “Implicit in the model-based group support tradition is the premise that 
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model-based interaction and analysis facilitate effective conflict management by enabling 
group members to surface and acknowledge the conflict, and deal with it constructively via 
open discussion rather than avoidance or competition.” To address how groups proceed through 
the decision-making process, Franco et al. (2016) examined how they proceed to achieve 
desired outcomes or closure. The ‘need for closure’ (NFC) model is defined by Franco et al. 
(2016, p.880) “as a desire for definite knowledge on some issue and the eschewal of confusion 
and ambiguity.”  NFC is based on two tendencies, which are the urgency tendency that pursues 
closure as quickly as possible and the permanence tendency that seeks to maintain a position 
(Franco et al. 2016). The NFC model is displayed in Figure 2.3 and demonstrates how the level 
of tendency when recognising the need for closure influences the conflict management process 
undergone, which then influences the decision quality.  The NFC model demonstrates a linear 
model of the conflict management process. 
 
Figure 2.3: NFC Model Conceptualisation (Franco et al. 2016, p.881) 
 
Zhang, Cao, and Tjosvold (2011) developed a model that highlights how transformational 
leadership can affect team outcomes through conflict management. Transformational 
leadership promotes cooperative, as compared to competitive, approaches to conflict 
management by promoting team coordination.  The results of the study suggest that through 
transformational leadership, team members may assist team members to manage conflicts for 
their mutual benefits. 
Du, Ai, and Brugha (2011) developed a conflict management model based on their recognition 
of how the concept of ‘trust’ was being more predominately used within the conflict 
management literature.  Du et al. (2011) applied Taoist principles with Western thinking to 
develop a model that signified a balanced approach to conflict resolution, where the resulting 
outcome would be a win-win situation for both parties. The model is demonstrated in Figure 
2.4 and displays how the trust and distrust influence harmony and disharmony, which 
influences the impact of the conflict management process. The moderating model of trust in 
conflict management demonstrates a linear model with multiple variables contributing to its 
complexity. 
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     Figure 2.4: Moderating Model of Trust in Conflict Management (Du et al. 2011, p.59) 
 
Young, Thompson, Moore, MacGugan, Watt, and Redpath (2016) have developed a decision-
making tool to assist with the conservation conflicts related to depleting natural resources.  
There have been limited studies for offering frameworks for the management of biodiversity 
conflicts (Young et al. 2016). Among the limited studies available, they are directed towards 
academia, not practical guides for conservation agencies (Young et al. 2016). To assist 
conservation agencies, Young et al. (2016, p.705) developed a systematic approach with six 
distinct decision stages, which are:  
1. “establishing whether there is a conflict or an impact;  
2.  understanding the context of the conflict, including the stakeholders affected; 
3.  developing shared understanding of the conflict and goals;  
4.  building a consensus on how to reach the goals;  
5.  implementing measures; and 
6.  monitoring the outcomes.” 
The model developed by Young et al. (2016, p. 709) is presented in Figure 2.5 and provides a 
stage by stage inquiry to assist practitioners achieve desired outcomes through a detailed 
conflict management process. This model demonstrates the cyclical process undergone during 
conflict management and has identified many key components that have been addressed in 
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other studies reviewed in both the conflict management and CBT literature.  Furthermore, the 
model demonstrates the feedback process undergone during the conflict management process. 
 
 
Figure 2.5: Systematic Approach for Conservation Agencies and other Stakeholders 
Involved in Conflict to Identify and Manage Conservation Conflicts (Young et al. 2016 
p.709) 
 
To conclude the review of conflict management models in the general literature, a model 
developed by Savard, Howard, and Simon (2007) is reviewed due to its inclusion of community 
based learning, natural resource management, and ecosystems management.  Additionally, the 
study identified the need to prepare individuals to resolve natural resource conflict through 
collaboration for ecohealth, which is a term used to identify the state of the environment’s well-
being (Savard et al. 2007). The study found that students should learn how to assess: “(a) teams, 
collaboration, conflict, and participation; (b) the roles of the participants; and (c) assessment 
of the individuals (Savard et al. 2007, p. 287)”. The model developed by Savard et al. (2007), 
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as seen in Figure 2.6, demonstrates how the community vision should coincide and influence 
the student curriculum that is was being developed as as a means to assist the community.  The 
model displayed is representative of managing conflict between the students, the outcomes of 
their course to assist the community, and the community’s vision. This model is applicable to 
this study due to its influence on either internal or external stakeholders or facilitators and the 
constant evaluation of the CBT product.  Additionally, the model also demonstrates how both 
multiple and simultaneous influences effect the model. 
 
Figure 2.6: Student and Program Evaluation Process Model: Linking the Course and 
Program Vision to the Community Vision (Savard et al. 2007, p.296) 
2.2.2.4 Conflict in the Tourism Literature 
Within the tourism literature, when the term conflict is used, it is often not defined; however, 
a form of opposition is often inferred (Beaumont & Dredge, 2009; Dowling, 1993; Jamal & 
Getz, 1995; Jamal et al., 2002; McCool, 2009; Slocum, Backman, & Robinson, 2011). As a 
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thorough review of the literature indicates, despite the lack of a definitional construct, there are 
many occurrences and contexts in which the term conflict is used.  
The lack of definitional constructs for conflict, combined with the frequent use of the term in 
publications which span different tourism research topics, leads the researcher to believe that 
the author/s assume the reader will understand the context in which the term is being used. The 
reason is that the use of the term ‘conflict’ is a very contextual word and the implications of its 
usage will therefore indicate how the meaning of the word should be understood. Therefore, a 
thorough literature review to identify the broad array of contexts in which the term ‘conflict’ 
is used within the tourism literature was conducted.  
In the tourism literature, the issue of conflict was found to be the primary focus of several 
works (Dredge, 2006; Jamal et al., 2002; McKercher et al., 2005), whereas in other cases, 
conflict was simply mentioned in passing or as a minor detail (e.g. Mair & Reid, 2007; Nault 
& Stapleton, 2011; Ruhanen, 2012; Wheeler, Frost, & Weiler, 2011). There is also literature 
within the tourism discipline that speaks to how the conflict that is being discussed is 
adversarial in nature (Bramwell & Sharman, 1999; Dredge, 2006; Reid, Mair, & Taylor, 2000). 
Within some tourism literature on conflict, the term is used and an explanation is then given 
why the conflict must be resolved (Jamal & Getz, 1995; Jamal et al., 2002; McCool, 2009; 
McKercher et al., 2005). Of particular relevance to this research, Plummer et al. (2006, p. 512) 
provide a theoretical framework to address “specific points of conflict and opportunities for 
the resolution of conflict”, which will be discussed later in this section.  
In the rest of the literature that was reviewed, the discussion of conflict is mentioned or appears 
as a by-product of the tourism phenomenon being discussed. Among the scenarios in which 
conflict has been mentioned in the tourism literature, McKercher et al. (2005) state that conflict 
can be considered the polar opposite of co-management. Therefore, conflict within the tourism 
literature predominately indicates an oppositional force, as mentioned earlier.  
The causes of conflict in the tourism literature are attributable to many different sources. 
Among these occurrences of conflict, the term is used as an issue that needs to be addressed 
within nature-based tourism (Dowling, 1993; Plummer et al., 2006), especially when 
considering natural resource management (Jamal et al., 2002; McKercher et al., 2005; Slocum 
& Backman, 2011), the conservation or the well-being of the environment (Beaumont & 
Dredge, 2009; Dowling, 1993; Jamal & Getz, 1995; McKercher et al., 2005; Slocum & 
Backman, 2011) and human to wildlife conflict (Kibicho, 2008). Additionally, conflict is 
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discussed as being the result of increased visitation (Jamal & Getz, 1995), the impact of 
increased habitation attributable to tourism and its impact on the pre-existing residents (Jamal 
& Getz, 1995), and of trying to preserve cultural heritage while providing tourist access 
(McCool, 2009). Also within the tourism literature, conflict is discussed as a result of 
disagreement in handling cultural resources during the development of cultural tourism 
(McKercher et al., 2005). Conflict is also mentioned as a result of resourcing (financial and 
human) tourism (Ruhanen, 2012). Reid et al. (2000) added that conflict often occurs at mature 
tourism destinations due to the community’s resistance to continued development. When 
change occurs rapidly and stressors affect environmental and socio-economic conditions, 
conflict will occur between those involved with these resources (Plummer et al., 2006). As will 
be discussed, all of these general tourism issues can be significant within CBT specifically. 
Conflict is also used to describe a possible result or occurrence that exists within management 
paradigms (McCool, 2009). Conflict occurs as a result of economic development (Reed, 1997) 
and the management of agricultural resources during tourism development (Gascón, 2012). 
Conflict has also been known to arise due to a lack of transparency (Slocum & Backman, 2011). 
Then there is the tourism literature that mentions tourism in relation to armed conflict 
(Causevic & Lynch, 2011). At the opposite end of the spectrum Gascón (2012) takes a positive 
perspective on conflict and states that conflict can be an important factor in steering change, 
which is necessary for tourism development. 
In relation to stakeholders affiliated with tourism development, conflict is quite frequently 
discussed within the literature (Dredge, 2006; Gascón, 2012; Jamal & Getz, 1995; Jamal & 
McDonald, 2010; Jamal et al., 2002; McKercher et al., 2005; Reed, 1997; S. Reid, Ruhanen, 
& Johnston, 2012; Ruhanen, 2012; Slocum & Backman, 2011; Wray, 2011). With reference to 
stakeholders, conflict has been discussed as the result of a power imbalance between 
stakeholders (McKercher et al., 2005), while Plummer et al. (2006) add that conflict can be a 
result of structural power imbalances or if one party involved seems to be controlling all the 
power. Additionally, conflict is discussed as the potential outcome among stakeholders while 
organising the co-management of property rights (Plummer et al., 2006) and in relation to 
tourism policy-making (Bramwell & Sharman, 1999; Dredge, 2006). There is also tourism 
literature that seeks to understand how public interest is taken into account during tourism 
development conflicts (Dredge, 2010; Okazaki, 2008). Dredge (2010) explains that during the 
developmental stages of tourism, when conflict first emerges and potentially escalates, the 
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mediation of this conflict can be the result of governance and that the management of conflict 
is necessary to protect the public’s interests. 
Tourism has been credited with increasing the interaction between various groups located in a 
community; however, it can also increase competition, hostility, and jealousy. As a response 
to the conflict possibly credited to tourism, it can be mitigated by varying the distribution of 
the benefits, as long as the benefits continue to be generated and are appreciated by the 
recipients (Yang et al., 2013). 
2.2.2.5 Conflict Management in the Tourism Literature 
Within the tourism literature, conflict management is seen as an integral component to tourism 
planning (Dredge, 2010; Jamal & McDonald, 2010; Jamal et al., 2002; Wray, 2011). In the 
literature on conflict management within tourism planning, discussion is held on the 
significance of tourism planners needing to understand the importance of conflict management 
when dealing with stakeholders, in order to deliver accepted outcomes (Dredge, 2006; Wray, 
2011). As a means of conflict management, tourism planning must incorporate a consensus 
among stakeholders on the appropriate direction of the development (McCool, 2009; Wray, 
2011). To assist in developing this consensus among stakeholders, tourism planners must be 
able to learn how to handle uncertainty by establishing an environment that encourages 
dialogue and learning amongst the stakeholders (McCool, 2009; Timur & Getz, 2008; Wray, 
2011). Additionally, Timur and Getz (2008) add that the omission of a key stakeholder’s voice 
will result in conflict; whereas, collaboration, as a conflict management response will eliminate 
a dominant perspective overtaking the dialogue, if implemented correctly.  
Based on the positive and negative types of conflict, as presented by Okazaki (2008) and as 
previously reviewed, both constructive and destructive conflict need to be managed through 
the development of a personal skillset that assists in establishing common goals and ensuring 
benefits (Okazaki, 2008). Conflict management is often required as the result of those 
stakeholders involved in a tourism initiative having differing goals (Okazaki, 2008; Wray, 
2011). As a means of resolution to conflict stemming from differing goals, creative solutions 
to practical problems are established as a means of conflict management (McCool, 2009; Wray, 
2011). McCool (2009) states that goal resolution is a means of conflict management. 
As a result of constructive conflict, productive relationships can be built through the 
empowerment of all related stakeholders, particularly members of the community (Okazaki, 
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2008). Wray (2011) recommends adopting a transactive planning approach, based on social 
learning theory and interpersonal interaction with stakeholders, with the objective of being 
more efficient through self-adjustment. 
The protection of public interest is meant to mitigate conflict; however, during the tourism 
development process, the input of the general public is often overlooked, leading to more 
conflict (Dredge, 2010). Conflict over tourism development often challenges existing values 
and local attachments (Dredge, 2010). Conflict management is also needed as a result of local 
residents being concerned over the impact of tourism development (Dredge, 2010; Okazaki, 
2008). 
Among the relevant literature, focus on the collaborative process, and the relationship conflict 
management had to the process, seemed to be dominant key theme (Dredge, 2006; Jamal & 
Getz, 1995; Jamal & Getz, 1999; Jamal & McDonald, 2010; Jamal & Stronza, 2009; Okazaki, 
2008). Due to the relationship that collaboration has with conflict management in the tourism 
literature and, even more specifically, the CBT literature, it becomes evident that collaboration 
amongst key stakeholder groups is a very pertinent research topic within this field. Based on 
that conclusion, the exploration of the gamut of conflict management ‘responses’ for key 
stakeholder groups becomes even more apparent as a necessary research purpose. Concerning 
the key stakeholder groups that were included in the reviewed literature, local communities 
(Dredge, 2010; Jamal & Getz, 1999; Jamal & Stronza, 2009; Wray, 2011) and local leadership 
and/or governments (Beaumont & Dredge, 2009; Dredge, 2006; Jamal & Getz, 1999; Jamal & 
McDonald, 2010; Okazaki, 2008) appeared to be the most common unit of analyses in the case 
studies.  
2.2.2.5.1 The Role of Facilitators in Conflict Management 
As a response to conflict management, the use of facilitators as a conflict resolution response 
is proposed (Jamal & Getz, 1995; Jamal & Getz, 1999; Okazaki, 2008). In the case study 
undertaken by Wray (2011), the findings showed the importance of the role of change agents 
to bring formal knowledge and expertise to the planning process and the advantages of using 
an outside facilitator for the participatory process, where all participants are obliged to adopt 
and clarify a position. 
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To assist in conflict situations, especially when destructive conflict needs to be morphed into a 
constructive exchange, Okazaki (2008) suggests the use of outside facilitators, such as a 
consultant, member of an NGO, or an unaffiliated government representative. Additional 
researchers have also agreed upon the utilisation of a ‘neutral expert’ to assist in conflict 
management to avoid bias and determine the most suitable way forward for concerned parties 
(McCool, 2009; Wray, 2011). The use of facilitators can assist in transforming destructive 
conflict into constructive dialogue, and facilitators can assist by empowering different 
stakeholders (Okazaki, 2008). However, as noted by Lapeyre (2010), although facilitators can 
assist in solving conflict at the local level, they are not necessarily the most qualified to assist 
in building the capacity or leadership skills of local community members. 
2.2.2.6 Conflict in the CBT Literature 
Within the tourism literature, there are several publications that discuss conflict in relation to 
CBT (Gascón, 2012; Jamal & Getz, 1995; Jamal & McDonald, 2010; Jamal, Stein, & Harper, 
2002; Kibicho, 2008; Reed, 1997). Specifically, Gascon (2012), states that CBT can actually 
be the cause of the conflict because of one stakeholder having a monopoly on a new resource. 
Additionally, causes of conflict in CBT can stem from differentiation among community 
members, the lack of select voices not being heard or accounted for in the decision-making 
process of how to manage or use CBT as a resource, and the dissemination of work and time 
to establish and introduce the CBT product (Gascon, 2012). 
In the initial review of the CBT literature for this research, there were no studies specifically 
addressing conflict in CBT. However, in 2013, Yang et al. (2013) published a study examining 
the conflict between stakeholder groups in an area where tourism development was occurring 
for the first time and had been introduced by stakeholders external to the local community. The 
study by Yang et al. (2013) examined one specific CBT initiative, whereas this study explores 
CBT conflict on a global scale, making it an original contribution. 
Pivotal to this research, conflict is frequently mentioned in the CBT literature (Gascón, 2012; 
Jamal & Getz, 1995; Jamal & McDonald, 2010; Jamal et al., 2002; Kibicho, 2008; Reed, 1997). 
There has also been a significant amount of literature dedicated to tourism-related conflicts that 
have occurred as the result of the collaborative CBT process (Bramwell & Sharman, 1999; 
Jamal & Getz, 1995; Jamal & Getz, 1999; Keogh, 1990; Mair & Reid, 2007; Reid, Mair, & 
George, 2004). Conflict is also found within the tourism literature based on similar concepts to 
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collaboration, for example, cooperation. Conflict has been discussed as the resulting by-
product of a cooperative or collaborative venture (Kibicho, 2008; Plummer, Kulczycki, & 
Stacey, 2006), and also as being pre-existing between cooperating parties, hence supporting its 
need (Plummer et al., 2006); Jamal & McDonald, 2010; Jamal et al., 2002). More specifically, 
conflict has been discussed as a result of collaborators having different or opposing opinions 
(Bramwell & Sharman, 1999; Jamal et al., 2002; Kibicho, 2008; Plummer et al., 2006).  
Collaboration has also been mentioned as a solution to avoid conflict amongst stakeholders 
(Bramwell & Sharman, 1999; Jamal & Getz, 1995), or as a means to address conflict that has 
arisen during the collaboration process (Dredge, 2006; Jamal & Getz, 1995; Jamal & 
McDonald, 2010). In relation to CBT, McCool (2009) believes that when conflict occurs in 
communities, conflict resolution often involves identifying and clarifying the public interest 
and addressing the emergent benefits of the related tourism product. 
Collaboration based on an understood tourism policy or, in the case of this particular study, a 
CBT initiative, assists in mitigating and, hopefully, eliminating any ‘adversarial conflicts’ that 
may potentially arise amongst stakeholders (Bramwell & Sharman, 1999). Stated by Bramwell 
and Sharman (1999, p. 392), “Adversarial conflicts are wasteful as stakeholders entrench their 
mutual suspicions, improve their adversarial skills and play out similar conflicts around each 
subsequent issue.”  
2.2.2.7 Conflict Management in the CBT Literature 
Within the tourism literature, CBT, and in particular, CBT-based collaboration the concept of 
planning is mentioned as a means to mitigate or resolve conflict. Additionally, the challenges 
associated with CBT can be linked with conflict and/or developmental stressors that are often 
affiliated with the unequal distribution of benefits or unequal say in development goals. Within 
CBT, the collaborative process is seen as a means to assist in managing conflict (Bramwell & 
Sharman, 1999; Jamal & Getz, 1995). Furthermore, within the CBT literature, the use of the 
term conflict is used in abundance with little regard to a definitional construct (Gascón, 2012; 
Jamal & Getz, 1995; Jamal & McDonald, 2010; Jamal et al., 2002; Kibicho, 2008; Reed, 1997). 
Therefore, collaboration is mentioned as a means to mitigate or resolve conflict, but there is 
little detail on how this resolution or mitigation is to be achieved for the conflict that is likely 
to arise during the CBT process. There needs to be a specific focus on conflict management.  
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A review of the tourism literature was undertaken to identify primary research linked to conflict 
management. Table 2.3 provides a listing of conflict management studies conducted within the 
tourism discipline reviewed for this study.  As displayed, the vast majority have been conducted 
in developed countries. Many of the works are also related to CBT and the majority of these 
studies also have thorough discussions on collaboration.   
Table 2.3: Conflict Management in the Tourism Literature 
 
2.2.2.7.1 Conflict Management in the CBT Collaboration Literature 
Through a review of the tourism literature, select publications speak directly of collaborative 
approaches to conflict management within CBT (Beaumont & Dredge, 2009; Jamal & Getz, 
1995; Jamal & McDonald, 2010; Jamal & Stronza, 2009; Wray, 2011). Among these, conflict 
management is linked to collaborative tourism planning (Dredge, 2006; Wray, 2011) and to 
collaborative policy-making (Beaumont & Dredge, 2009; Dredge, 2006; Wray, 2011). 
Within the CBT literature, the collaboration process has been suggested as a means to resolve 
conflict (Jamal & McDonald, 2010). Despite the establishment of a strategy to address conflict 
Reference Year Location 
Wray, M  2011 Australian destination 
regions - Daylesford 
and Hepburn Springs 
(Victoria) and Byron 
Shire (NSW) 
Dredge, D.  2010 Gold Coast, Australia 
Jamal, T., & McDonald, D.  2010 Ontario, Canada 
Beaumont, N. & Dredge, D.  2009 
Redland Shire, 
Queensland 
Jamal, T., &Stronza, A.  2009 Bolivia 
Okazaki, E.  2008 Palawan, Philippines 
Dredge, D.  2006 
Redland Shire, 
Queensland 
McKercher, B., Ho, P.S.Y., & du Cros, H.  2005 Hong Kong 
Hall, C.M.  2003 Albania 
Jamal, T., & Eyre, M.  2003 Banff, Canada 
Jamal, T.B. Stein, S.M., & Harper, T.L.  2002 Banff, Canada 
Markwick, M.C.  2000 Malta 
Reid, D.G., Mair, H., & Taylor, J.  2000 Ontario, Canada 
Sonmez, S.F. & Apostopoulous, Y.  2000 Cyprus 
Jamal, T. & Getz, D.  1999 Banff, Canada 
Jamal, T.B. & Getz, D.  1995 Ontario, Canada 
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within the community and establish a developmental scheme, which was formulated out of the 
collaborative process, conflict was still apparent in relation to the community’s planning 
initiatives (Jamal & McDonald, 2010). As a means of addressing conflict within the 
community, there has been work that recommends community participation in the tourism 
planning process (Jamal & McDonald, 2010; Wray, 2011). 
As a means of addressing conflict in the very early stages of the collaboration, described by 
Selin and Chevez (1995) as ‘antecedents’, stakeholders must reach a commonality when 
‘problem setting’. During this process (Selin & Chevez, 1995), stakeholders must be able to 
agree on the problems associated with the tourism development and the issues that will need to 
be addressed through the collaborative arrangement. As a result of this mutual understanding, 
the stakeholders will be able to combat some of the initial conflict that may have pre-existed 
between the stakeholders and also establish a pre-emptive strategy to negate potential areas of 
future conflict (Okazaki, 2008). 
Through the proper management of conflict, constructive outcomes can be reached between 
stakeholders within a collaborative arrangement. To assist in the tourism development process 
and to ensure the best possible outcome for all of the stakeholders, conflict management must 
be implemented to counter destructive outcomes and promote constructive implications from 
conflict (Okazaki, 2008). 
To enable the resolution of conflict and the development of tourism during a collaborative 
arrangement affiliated with a CBT initiative, Okazaki (2008) provides a model (Figure 2.7), 
which links conflict management with social capital. As shown in the model, there is a 
relationship between the level of social capital with the functioning of the community and the 
product and services offering that influence both the tourism offering and the state of the 
community. 
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Figure 2.7: Implication for Community Based Tourism Development (Okazaki, 2008, pg. 
525) 
 
Specific to collaboration within CBT initiatives, there have been several key works that have 
mentioned conflict in relation to collaboration (Bramwell & Sharman, 1999; Dredge, 2006; 
Jamal & Getz, 1995; Jamal & McDonald, 2010; Jamal et al., 2002; Kibicho, 2008; Plummer et 
al., 2006). Certain publications have examined how conflict during CBT is a result of 
collaborators having different or opposing opinions (Bramwell & Sharman, 1999; Jamal et al., 
2002; Kibicho, 2008; Plummer et al., 2006). Amongst the work discussing the relationship 
between conflict and collaboration, certain literature looks at how collaboration is a pre-
emptive means to avoid conflict (Bramwell & Sharman, 1999; Jamal & Getz, 1995), while 
other literature reviews show how collaboration is reactive as it is used to address or deal with 
conflict (Dredge, 2006; Jamal & Getz, 1995; Jamal & McDonald, 2010).  
2.2.2.8 Conflict Management Based Concepts 
Additional understood ‘synonyms’ of conflict management in the tourism literature include 
conflict negotiation (Jamal & Stronza, 2009) and conflict mediation/compromise (Wray, 
2011). As a means of managing conflict, Wray (2011) specifically discusses mediating conflict 
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between the public and private sector. Another conflict management-based concept found 
within the tourism literature was conflict resolution, which will be addressed in the next sub-
section. 
2.2.2.8.1 Conflict Resolution 
In the examination of the conflict management literature, conflict resolution surfaces as a 
related theme, which entails the same theoretical underpinning as conflict management. Similar 
to conflict management, conflict resolution is frequently used but not defined within the 
tourism specific literature (Beaumont & Dredge, 2009; Dredge, 2010; Jamal & Getz, 1995; 
Jamal et al., 2002; Jamal & Stronza, 2009; Wray, 2011). In their discussion on conflict as a 
result of a clash in values, McKercher et al. (2005) state that successful conflict resolution 
involves the separation of values from personal interests. 
Conflict management has been discussed in relationship to tourism planning partnerships, 
which are utilised as a means of preserving natural heritage areas during tourism development 
(McCool, 2009). As a means of conflict resolution in relation to tourism planning, McCool 
(2009) discusses how in some instances, when the public is not satisfied with some of the goals 
associated with tourism conflict, resolution may simply need only to include the identification 
and explanation of the concerns shared by the public.  
The resolution of conflict requires the understanding, evaluation, and management of tensions 
between stakeholders (Dredge, 2010). While many goals of vested parties are conflicted, there 
are additionally many like-minded goals and interests from which to build upon within the 
conflict resolution scenario (McCool, 2009). Learning is also considered as a conflict 
resolution tool (Wray, 2011). Additionally, McCool (2009) discuss the relationship between 
legislative and managerial resolution. Therefore, finding a common goal amongst stakeholders 
is a means of resolution (Beaumont & Dredge, 2009). To find this common goal, 
acknowledging the interests of others assists in moving forward, dialogue development, and 
consensus-building (Beaumont & Dredge, 2009; Dredge, 2006). Additionally, to resolve 
conflict, more emphasis should be placed on the public’s opinion, which can be achieved by 
the government empowering the public’s interest (Dredge, 2010). 
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2.2.2.8.2 Compromise within the Tourism Literature 
As a means of conflict management, compromise is discussed within the tourism literature as 
a way to mitigate or negate conflict (McCool, 2009; Wray, 2011). By compromising on which 
goals will stay and which will go when desired by one party and not the other, and/or making 
a trade-off between values and interests that are not shared by all those involved (McCool, 
2009), conflict is managed through mutual understanding and sacrifice. 
2.2.2.9 Defining Conflict Management 
For the purposes of this study, the ‘responses’ of the key stakeholders to conflict will be termed 
‘conflict management.’ Regardless of how the stakeholders’ response to conflict effects the 
CBT initiative, this researcher is classifying their action as conflict management due to their 
response being an action brought forth to manage a particular ‘instance’ of conflict.  
For the purposes of this study, conflict management is defined as the response of key 
stakeholders to conflict. Conflict management includes the on-going process of managing 
‘instances’ of conflict. The process of conflict management accounts for ‘interrelationships,’ 
which are the amalgamation of current, previous, and future ‘instances’, ‘responses’, and 
‘impacts’ occurring in synchronicity with each other. 
Other terms that are found within this area of study include ‘conflict resolution’ and ‘conflict 
mitigation’. Such terms are considered in this study to be ‘forms’ of conflict management, but 
are not interchangeable with the term conflict management. 
2.3 Part B: Research Purpose, Objectives and Development of 
the Conflict Management Model  
For Part B, the research gap and purpose will be briefly discussed. The proposed conflict 
management model will be explained as a base model for deriving more complex models to 
more accurately depict the conflict management process. The importance of, and need to 
understand, the ‘conflict themes’ will be discussed. The research objectives will then be 
presented to demonstrate how they were established by recognising the research gap. 
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2.3.1 The Research Purpose 
A literature review was conducted on CBT, conflict, and conflict management and the research 
gap was realised, which was the need to learn more about conflict and conflict management 
during the CBT process. Furthermore, the literature provided an array of issues and challenges 
affecting the many different aspects of CBT, which indicated the need to better understand how 
these issues and challenges influenced the conflict management process during CBT. 
Therefore, based on the literature and the gap in knowledge in relation to conflict and conflict 
management during CBT, the purpose of this research is to: explore conflict and its 
management during CBT initiatives. 
2.3.2 Development of the Conflict Management Model  
Based on the consideration of the literature, the gap, and models of conflict and conflict 
management, a conceptual model was proposed that represented conflict management in CBT. 
Conceptualisation of the conflict management model, which is the premise for demonstrating 
the progression of ‘instances’, ‘responses’, and ‘impacts’ that can occur during CBT, developed 
while reviewing the literature. It became evident that a model needed to be developed that 
encompassed a new approach to understanding conflict management. As a result, ‘instances’, 
‘responses’, and ‘impacts’ were conceptualised as ‘conflict themes’, which were consistent in 
each example of conflict management reviewed. Due to the ‘conflict themes’ being relevant in 
each example of conflict management, the linear progression model was initially established 
as the basis for demonstrating the relationship between ‘instances’, ‘responses’, and ‘impacts’ 
(Figure 2.8). Once the ‘conflict themes’ were conceptualised and the linear progression model 
created, the literature was then systematically analysed to find key concepts under each theme, 
which will be presented in sections 2.4.2 through 2.4.4.  Within each section dedicated to one 
of the three ‘conflict themes’, a table is presented to display the most frequently referenced 
concepts from the literature.  
2.3.2.1 The Linear Progression Model of Conflict  
To assist in understanding the context of the ‘conflict themes’ that occur during conflict 
management, a linear progression model is presented in Figure 2.8. Within this model, an 
‘instance’ of conflict receives a ‘response’ that results in an ‘impact’. The main purpose of the 
linear progression model is to test if the ‘conflict themes’ are a logical conceptualisation of the 
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components that make up the conflict management process during CBT. To initially test if this 
conceptualisation is logical, a systematic analysis of the literature was conducted to assess how 
CBT concepts were contextually used within the literature.  Therefore, the linear progression 
of the model does not provide an accurate representation of how conflict management occurs 
in CBT; however, it does provide a logical means to test its components and is a foundation to 
base more complex, realistic models from. 
 
   Figure 2.8: The Linear Progression Model of Conflict  
2.3.3 Conceptualising the Research Objectives 
The conceptualisation of the model resulted in the ‘conflict themes’, which established the first 
three research objectives, and the linear progression model as a baseline approach to viewing 
and understanding the conflict management process during CBT.  As a result, the concepts of 
‘instances’, ‘responses’, and ‘impacts’ were derived to depict the stages that occurred during 
the conflict management process. Research objective four addresses whether or not the 
‘conflict themes’ were identifiable during primary and secondary research.  Research objective 
five was included to derive a practical contribution to the study and to assist practitioners with 
broad guidelines to assist in successful CBT.  
Specifically, the objectives of this study are: 
1. To explore instances of conflict between key stakeholder groups within CBT initiatives  
 
2. To investigate the conflict management techniques used by the key stakeholder groups 
to respond to the identified conflict 
 
3. To explore how the key stakeholder group’s response to the conflict impacted the CBT 
initiative   
 
4. Does the proposed model of ‘instances’, ‘responses’, and ‘impacts’ provide an initial 
understanding of the ‘conflict theme’ components that can be identified when 
addressing conflict management during CBT? 
 
5. How can investigation of ‘instances’, ‘responses’, and ‘impacts’ of conflict in CBT 
inform future projects to increase the likelihood of success? 
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2.4 Part C: Systematic Analysis of the Literature 
2.4.1 Overview of the Systematic Analysis of the Literature 
Component 
To test the conceptualisation of the model and its conflict themes, a systematic analysis of the 
literature was conducted to explore how CBT related terms were contextually used within the 
literature.  Therefore, the first testing of whether the linear progression model and its ‘conflict 
themes’ make sense occurs within this component of the chapter.  The systematic analysis of 
the literature included the review of the literature and assessment of approximately 130 papers. 
For each paper reviewed, descriptions, discussions, or empirical examples of what happened 
in CBT development were considered and categorised by the researcher into ‘concepts’ and 
allocated into one of the three ‘conflict themes’ (‘instances’, ‘responses’, and ‘impacts’). For 
example, human encroachment on environmentally protected areas (Manyara et al. 2006) was 
categorised as a ‘resource management’ concept and in this case it was an initiator of conflict 
and therefore allocated as an ‘instance’.  
Tables 2.4, 2.5, and 2.6 were developed to list the most frequently identified concepts under 
each conflict theme.  While conducting the systematic analysis of the literature, the terminology 
‘instances’, ‘responses’, and ‘impacts’ were seldom to never seen; however, through an 
analytical process, the researcher was able to determine what issues and challenges, along with 
other aspects discussed in the literature, were indeed ‘instances’ of conflict, as pertinent to this 
study.  In sections 2.4.2 to 2.4.4, the ‘conflict themes’ of ‘instances’, ‘responses’, and ‘impacts’ 
are presented with a brief description of each of the most frequently identified concepts. 
The systematic review of the literature also addressed two other issues relevant to the research 
objectives, namely the complexity of relationships in systems and models, and success in CBT. 
Relevant literature identified is discussed in Sections 2.4.5 and 2.4.6. Within Section 2.4.5, 
Table 2.7 is presented to display the relationships between the elements of a planning system 
as presented in Hall (2008). In Section 2.4.6, Table 2.8 displays the typology of CBT success, 
which is used to classify whether CBT has been successful in examples that have been explored 
during the systematic analysis of the literature. All of these Tables (2.4 to 2.8) discussed are 
then conjoined in Table 2.9 in Section 2.5 to display the findings of the systematic analysis of 
the literature in one clear table that will be used throughout the remainder of this study and was 
the base component to begin primary exploratory research. 
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After conducting the systematic analysis of the literature to test the components of the linear 
progression model, which are the conflict themes, it was determined that ‘instances’, 
‘responses’, and ‘impacts’ do occur within the literature. 
2.4.2 Instances 
Within this section, it is important to understand how some of the ‘instances’ of conflict, which 
could be perceived as issues or challenges, quite often evolve into conflict. To illustrate this, 
examples from the literature have been provided to demonstrate how conflict arises from issues 
or challenges. The most frequently referenced concepts from the literature review are listed in 
Table 2.4 and reviewed in the following sub-sections. 
                 Table 2.4: Frequently Mentioned ‘Instances’ of Conflict 
 
2.4.2.1 Benefits 
Within the CBT literature, the benefits of tourism are frequently discussed as a primary aspect 
of tourism development (Andereck, Valentine, Knopf, & Vogt, 2005; D. Hall, 2000; Hiwasaki, 
2006; Kibicho, 2008; Li, 2006; Mbaiwa & Stronza, 2010; Nunkoo & Ramkissoon, 2011; 
Simpson, 2009; Spenceley & Goodwin, 2007). The focus is often on the local community 
member’s perceptions of the benefits of tourism (Andereck et al., 2005; Mason & Cheyne, 
2000; Nunkoo & Ramkissoon, 2011). In contrast, other studies focused on how the proper 
implementation of a CBT development could positively affect community members (Mbaiwa 
& Stronza, 2010; Nthiga et al., 2015; Pearce, 1992; A. L. Stronza, 2010; Tolkach & King, 
2015). This concept will be discussed separately in the next sub-section. There were also many 
studies that discussed how the benefits of CBT were not as significant as intended or were less 
than expected (Blackstock, 2005; Goodwin & Santilli, 2009; Hampton, 2005; Hemson et al., 
Literature
 - Benefits
 - Implementation 
 - Power Relations
 - Participation
 - Funding
 - Lack of Capacity and Education
 - External Interference 
 - Communication
 - Government
 - Resource Management
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2009; Simpson, 2009; Yang et al., 2013; Zapata, Hall, Lindo, & Vanderschaeghe, 2011). 
Within many studies focusing on benefits, the term ‘livelihood’ is often used, which is 
reference to a means of earning a living (Nthiga et al., 2015). 
There is literature that has focused primarily on benefits from CBT being an instance of conflict 
(Al Haija, 2011; Clarke & Jupiter, 2010; Sebele, 2010; Simpson, 2008; Yang et al., 2013). For 
the local community to support tourism development and mitigate potential conflict, Gursoy 
and Rutherford (2004) determined that economic, social, and cultural benefits need to 
recognised as adding a positive impact within the community. Additionally, social costs must 
be kept to a minimum. Ryan (2003) examined how economic benefits were affiliated with 
social conflict during tourism development, which has been a theme predicated in other 
scholarly studies (Salazar, 2011; Yang et al., 2013; Zapata et al., 2011). The greater the 
perception of benefits, the more support community members will provide for sustainable 
tourism development through participation (Lee, 2013). Many of the ‘instances’ of the conflict 
related to benefits can be attributed to the lack of a clear benefit sharing process being 
implemented during the initial stages of CBT (Mgonja et al., 2015). Regardless of the benefits 
system implemented by the community, which may be fair to all community members or 
unevenly distributed, the impacts of tourism, which include the intrusion of tourists, will affect 
both those in favour of CBT and those against (Salazar, 2011). 
Generally speaking, tourism development is often criticised for creating an economic 
dependency, whether present or imagined, and instilling socio-cultural influences, which 
include acculturation and community conflicts (Lapeyre, 2011b). Even if a specialised tourism 
product, as is the case in most CBT projects, would generate economic growth, other 
‘instances’ associated with benefits that raise conflict include unfair benefit distribution, which 
could involve disbursement to local elites only, and foreign investment (Asker et al., 2010; 
Choi & Sirakaya, 2005; Goodwin & Santilli, 2009; Hemson et al., 2009; Kibicho, 2008; Nawijn 
et al., 2008; Okazaki, 2008; M. C. Simpson, 2009; Zapata et al., 2011). As a result of this 
disparity, many community members become disenfranchised and remain at a disadvantage or 
are further hindered by select community members receiving benefits while they receive no 
impact from the tourism development, other than possible negative social influences or 
increased environmental degradation (Simpson, 2009; Zapata et al., 2011). An example of this 
is stated by Zapata et al. (2011, p. 740):  
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The community members also observed the emergence of incipient conflicts 
between the tourism project and the larger community as a result of undesired 
visitors, noises, acculturation processes, or the perception that the tourism project 
should contribute further to the community.  
To ensure benefits to the entire community, the CBT project may not be best represented in its 
entirety by local leadership (Simpson, 2008). This is evident through the many studies 
illustrating how benefit disbursal is skewed as a result of power relations, local elites, and 
improper distribution schemes. 
2.4.2.2 Implementation 
Throughout the CBT literature, there is a wide array of publications discussing the aspects of 
CBT that can be linked to the implementation of the tourism product into the community (Asker 
et al., 2010; Dredge, 2006, 2010; D. Hall, 2000; Murphy & Murphy, 2004; Reid et al., 2004; 
Ryan, 2003; Simpson, 2008, 2009). Aspects linked to implementation are management (Jones, 
2005) and networks (Kokkranikal & Morrison, 2011; Ryan, 2003; Tolkach & King, 2015). 
Another topic linked to implementation is planning, where the need for appropriate planning 
is recommended as a necessity in achieving successful CBT (Dredge, 2010; Haywood, 1988; 
Liu & Wall, 2006; Mair & Reid, 2007; Mgonja et al., 2015; Mitchell & Reid, 2001; Reid et al., 
2004; Reid et al., 2000; Simpson, 2001). Stakeholder management (Castro & Nielsen, 2001; 
Clarke & Jupiter, 2010) and stakeholder identification (Mgonja et al., 2015; Simpson, 2008) 
have also been regarded as playing a key role in the successful implementation of CBT. The 
need for stakeholder identification is an important factor in the strategic management process, 
enhancing political feasibility, and achieving a common goal (Mgonja et al., 2015). Another 
theme affiliated with implementation is related to encroachment into protected areas (Fred-
Mensah, 1999; Manyara & Jones, 2007). 
In relation to conflict during the implementation of CBT, there has been a considerable amount 
of literature covering this area (Dredge, 2006, 2010). One of the problems that has evolved 
from trying to implement tourism within communities has been the difficulties involved in 
establishing an economically productive tourism initiative that also offers an improved life or 
benefits to local communities, while at the same time adhering to the principles associated with 
maintaining the native (pre-tourism) culture and environment (Simpson, 2009). As discussed 
by Keogh (1990), when community members are not acquainted with the benefits or the 
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planning of the development that is being proposed or implemented, then typically the 
community members have a pessimistic or negative opinion towards the development, which 
potentially leads to an instance of conflict between the community members and those 
implementing CBT. Another instance of conflict arises as a result of small-scale interventions 
that do very little or nothing at all towards improving the tourism product of the community 
(Zapata et al., 2011) or in establishing notable conservation efforts (Stronza & Gordillo, 2008). 
As presented by Salazar (2011), due to tourism development being fundamentally different 
from other types of economic development, it is more difficult to establish a consensus among 
community members in efforts towards achieving a communal vision. 
Discussing mutual benefits achieved through network linkages established through a 
community private sector partnership, Kokkranikal and Morrison (2011, p. 152) stated 
“Collaborative community endeavours of this nature can also give rise to conflicts between 
members of the community, when opportunities and benefits are not uniformly available to 
everyone.” The premise of the study conducted by Lee et al. (2010) is to illustrate how the 
initial advantages of collaboration at a tourist heritage site in Korea evolved into conflict was 
due to the dissonance of the stakeholders that was attributed to perceptual differences during 
the development process. Furthermore, Nunkoo and Ramkissoon (2010, pg. 53)  state “Active 
opposition to development has been found to hinder or stop tourism development.” 
2.4.2.3 Power Relations 
Within the CBT literature, power relations have been discussed extensively (Farmaki, Altinay, 
Botterill, & Hilke, 2015; Hall, 2003; Hampton, 2005; Hampton & Jeyacheya, 2015; Kayat, 
2008; T. J. Lee et al., 2010; Mgonja et al., 2015; Nunkoo, 2015; Nunkoo & Ramkissoon, 2010, 
2011, 2012; Reed, 1997; Salazar, 2011; M. C. Simpson, 2008; Yang et al., 2013). Many studies 
illustrate how different types of power influence or shape the CBT development, leading to 
community members feeling disenfranchised by the process, which, by definition is intended 
to benefit their livelihood (Hampton & Jeyacheya, 2015). During the tourism process 
communities can lose their power for decision-making to regional and/ or national governments 
(Hampton & Jeyacheya, 2015). 
As an existing or potential instance of conflict, Tolkach and King (2015) acknowledged how 
an imbalance of power between stakeholders acts as a catalyst for conflict.  Local control of 
CBT is not always in the best interest of the community, particularly when development 
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oriented leadership or politicians are leading the way (Salazar, 2011). Furthermore, in efforts 
to increase visitor numbers, conflict can occur due to community members not being satisfied 
with the change, the increased divide occurring between separate groups, and the possibility of 
establishing an unauthentic product (Salazar, 2011). As a result, power relations can have a 
negative effect on collaborative efforts and diminish participation (Salazar, 2011). Salazar 
(2011, p. 12) stated, “Local power relationships within the community can be factional, as can 
those of players on the broader stage such as national governments, NGOs and supranational 
institutions.” When discussing aspects of power within CBT homestays, Kayat (2008, p. 94) 
stated: 
stakeholders’ interest in the development of the homestay may be explained by any 
and the combination of the three components: their power, or their lack of power to 
affect the program; their dependency on the program; and the stakes they have on 
the development. The stakeholders will have interests in the program development 
when they are affected by the program or when they have the ability to affect the 
program.  
Linking power and conflict in a CBT study conducted in Tanzania, Salazar (2011, p. 9) stated 
“Findings reveal multiple complex issues of power and resistance that illustrate many 
community based tourism conflicts.” Similarly, Lee et al. (2010, p. 355) stated “that a structure 
dominated by power relations leads to conflict and inertia caused by alienation.” 
2.4.2.4 Participation 
Participation is frequently mentioned in the literature as a key component of CBT (Beaumont 
& Dredge, 2009; Dredge, 2010; Haywood, 1988; Keogh, 1990; Li, 2006; Nault & Stapleton, 
2011; Okazaki, 2008; Reid et al., 2004; Reid et al., 2000; Simmons, 1994; Stone & Stone, 
2010; Tosun, 2000, 2005, 2006; Yang et al., 2013). Frequently, participation within the CBT 
literature refers to community participation (Hampton, 2005; Li, 2006; Nault & Stapleton, 
2011; Reid et al., 2000; Stone & Stone, 2010). As explained by Tosun (2005), it is important 
to realise there is not an accepted standard or procedure regarding community participation 
practice or theory; hence, there is not a clear explanation of how community participation can 
equate into a successful outcome. Choi and Sirakaya (2005) consider that sustainable 
community tourism can be achieved through active participation of the community, which 
involves communication with the government. Emphasising the importance of participation, 
Gursoy and Rutherford (2004) mentioned how the success of tourism depends on the active 
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support of the local population. Additionally, much of the literature has specifically discussed 
participation in the planning, development, and implementation processes of CBT (Blackstock, 
2005; Hampton, 2005; Hemson et al., 2009; Kibicho, 2008; Li, 2006; Mgonja et al., 2015). 
Furthermore, other similar terms have been used to discuss the community participation 
process. For example, community involvement (Tosun, 2000, 2005) is one interpretation of 
participation, and is linked to the degree to which community members support sustainable 
tourism development (Lee, 2013).  
Participation can be an instance of conflict due to a lack of involvement, misrepresentation 
towards the CBT product, or constant conflict based on an unwillingness to compromise and 
work together. Participation can also become an instance of conflict due to “external pressures, 
conflicting stakeholder interests, power struggles, and the growth of artificial hierarchies; 
hence, undermining potential benefits to the community” (Mgonja et al., 2015, p. 384). As 
stated by Hung, Sirakaya-Turk, and Ingram (2011, p. 4) “It was when people were involved in 
decision-making during all stages of the project, from design to maintenance, that the best 
results occurred. If they were just involved in information-sharing and consultation, then results 
were much poorer.” The previous quote has been supported by other CBT researchers studying 
participation levels (Gursoy & Rutherford, 2004; Okazaki, 2008). Based on that research, there 
is a clear link between participation levels and the potential for ‘instances’ of conflict. 
However, to the contrary, Simpson (2008) published a highly regarded journal article based on 
how community member participation is not necessarily needed to achieve positive and 
successful outcomes of CBT development. Within his publication, Simpson (2008) brought 
forth many contradictory aspects to the generally accepted community participation paradigm, 
and presented the Community Benefit Tourism Initiatives (CBTI), which he concluded would 
assist in mitigating conflict associated with the CBT process and, as a result, increase 
community benefits.  
Participation is often linked to the relationships with external stakeholders and the stage of 
tourism development (Li, 2006). During the planning stages of CBT, stakeholders, both 
internally and externally, will frequently state the importance of participation; however, the 
majority of community members do not participate in sharing their opinion on the 
development, which leaves the minority, whether in favour or against, able to influence the 
decisions (Salazar, 2011). As discussed by Tosun (2005), and particularly relevant to 
developing countries, frequently the poor use most of their time and energy on merely 
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surviving; therefore, it is suggested that not participating is actually more beneficial for the 
poor. 
Zapata et al. (2011) discussed how conflict arose within families throughout the community 
owing to women having to double the amount of work at home as a result of men having to 
dedicate more of their time to the CBT development. Additionally, Zapata et al. (2011) 
discussed how conflict was related to gender inequalities established through CBT because the 
women were tasked with service production related to domestic skills, while men handled the 
management, decision-making, and responsibilities of dealing with external factors needed for 
the development of the CBT project. 
Although sometimes interchangeable with participation, cooperation can be an instance of 
conflict in its own right. Many authors have discussed cooperation, specifically, as an instance 
of conflict (Choi & Sirakaya, 2005; Johnson, 2010; Mgonja et al., 2015; Nunkoo, 2015; 
Nunkoo & Ramkissoon, 2012; Nunkoo & Smith, 2013). Murphy (1985), states “…good will 
and cooperation of host communities is one of the essential elements of community 
development.” Community attachment has also been recognised as an important factor when 
community members are deciding on whether to partake in the tourism development (Gursoy 
& Rutherford, 2004).  
As stated by Yang et al. (2013, p. 83) “conflict is often accompanied by cooperation, unity and 
the formation of alliances; but, in tourism studies the relationship between conflict and the 
emergence of cooperation/unity/alliance has rarely been discussed.” 
2.4.2.5 Funding 
Funding has been presented as an instance of conflict (Poudel, Nyaupane, & Budruk, 2014; 
Ryan, 2003; Slocum (2010); Tolkach & King, 2015). As Poudel et al. (2014) have stated, a 
major challenge facing CBT, which in turn generates conflict amongst stakeholders, is the lack 
of funding dedicated to properly conduct the necessary management interactions needed to 
revitalise or sustain protected areas that are quite often a focal attraction for CBT development. 
Furthermore, one of the most scrutinised aspects of CBT projects is in regards to short-lived 
funding cycles, which are concluded prior to any serious impact being obtained (Stronza & 
Gordillo, 2008; Zapata et al., 2011). 
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Included in the key concept of funding, financial issues have also been included due to their 
influence on the CBT development. For the purposes of this study, the differentiation between 
funding and financial issues is guided by funding being the source of capital used to develop 
CBT and enable community members to expand their capacity to assist with the project; 
whereas, financial issues are considered to be all the other aspects related to capital associated 
with the CBT project. Financial issues related to CBT projects have been discussed through 
several aspects (Johnson, 2010). As a negative aspect to financial issues that have the potential 
to generate conflict, CBT development can be the victim of economic leakage (Choi & 
Sirakaya, 2005; Stronza & Gordillo, 2008). As pointed out by Mgonja et al. (2015), when CBT 
projects are located in rural areas and community members do not exclusively own or manage 
the tourism offering, in a majority of the situations, non-locals from outside the community are 
primarily in control of the tourism product. Another financial issue related to ‘instances’ of 
CBT conflict discussed in the literature is corruption (Manyara & Jones, 2007).  
Among actions that can generate conflict as a means of leakage, Choi and Sirakaya (2005, p. 
383) highlighted “skilled workers compensation, increase of imported goods, payment of 
loyalty and non-local transportation, and increased foreign investment.” Simpson (2009, p. 
203) provides an example of funding conflict by stating: 
Any benefits in social capital and natural resource assets seem to have been offset 
by negative impacts such as conflicts (internal and external), mistrust, allegations of 
misuse of funds, and restrictions in access and use of the game and coastal reserves. 
2.4.2.6 Lack of Capacity and Education 
Throughout the CBT literature, the need for the community to have the capacity to facilitate 
the CBT product is mentioned frequently (Bennett, Lemelin, Koster, & Budke, 2012; Harwood, 
2010; Lapeyre, 2011a; Liu, 2006; Mgonja et al., 2015). As stated by Johnson (2010, p. 153), 
“Capacity building refers to the increase in ability and skills of a community to facilitate 
development actions.” Likewise, another theme often mentioned in reference to CBT is 
education. A significant number of these studies describe how many of the CBT projects are 
suffering due to external stakeholders not instilling better measures to increase capacity at the 
local level (Liu, 2006). 
A serious detriment to making CBT successful, specifically in developing nations, is the 
absence of community members with experience or knowledge in how to conduct or operate 
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with business acumen (Mgonja et al., 2015; Zapata et al., 2011). As a limitation towards CBT 
development, a lack of knowledge by the reciprocating community can instil conflict as they 
are not aware of the options that can be utilised to assist in their development (Tolkach & King, 
2015). Furthermore, Reid et al. (2004) acknowledged how not all community members have 
an equitable position concerning their capacity towards CBT, which results in conflict amongst 
those wanting to be involved in the process. 
2.4.2.7 External Interference 
External interference, although varying in specificity, has been discussed widely within the 
literature (Blackstock, 2005; Hampton, 2005; Hemson et al., 2009; Mgonja et al., 2015). 
External interference refers to stakeholder groups outside of the community being involved 
with the CBT project and hindering the process of the community operating independently or 
developing the CBT product based on their interests. External intervention is also discussed 
within the literature but this is not to be confused with external interference, as it is quite often 
required to initiate and drive CBT development and growth (Manyara & Jones, 2007) 
External interference can mean an array of situations and circumstances when discussing CBT; 
therefore, this sub-section will begin to unravel the conflict associated with these ‘instances’. 
As mentioned by Mgonja et al. (2015), although most CBT projects are located in rural 
locations, the majority are not operated solely by local community members, but rather by 
external stakeholders. 
2.4.2.8 Communication 
Communication is mentioned throughout the literature as a key theme needed for CBT success 
(Mgonja et al., 2015). As stated by Mgonja et al. (2015, p. 387) 
Communication is regarded as an important tool because it provides an avenue for 
sharing common problems as well as means to solving them. Similarly, frequent 
communication can enhance the bond among CTPs and hence helps reduce the 
chances of unnecessary internal conflicts.  
In the literature, there are ‘instances’ of conflict discussed in relation to communication issues 
between stakeholder groups, both within the community and externally with outside parties. 
Also mentioned in the literature are instances-related communication problems associated with 
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distance between stakeholders (Mgonja et al., 2015), and the lack of technological capabilities 
(Johnson, 2010). 
2.4.2.9 Government  
Government practices and policy can cause conflict in CBT (Slocum, 2010; Slocum & 
Backman, 2011). There is literature discussing the government as a stakeholder needed in the 
participatory and planning stages. Also, literature focusing on the necessity of steady 
governance during CBT was reviewed (Farrelly, 2011; Slocum & Backman, 2011). Regarding 
policy as an ‘instance’ of conflict  Manyara and Jones (2007, p. 632), stated: 
Major challenges for the conservation agenda include the formulation of pro-
wildlife policy by the Kenyan Government, coupled with little attention being given 
to the plight of local communities, human–wildlife conflicts and encroachment by 
local communities on PAs (protected areas).  
Another ‘instance’ of conflict that emerged within the literature review was in relation to 
indigenous rights. When discussing CBT, it is important to realise that many CBT projects 
involve indigenous cultures, and accordingly there is a significant amount of literature that 
discusses indigenous communities and associated conflict (Bennett et al., 2012; Castro & 
Nielsen, 2001; Farrelly, 2011; Saarinen, 2011; Yang et al., 2013). The aim of CBT is to 
preserve indigenous cultures and environments while providing them with an economically 
viable option to increase their livelihood benefits (Simpson, 2009). Although established to 
deal with conflicts between indigenous communities, governmental agencies, and other 
stakeholder groups, co-management arrangements have been found to initiate new conflicts or 
escalate pre-existing conflict ‘instances’ (Castro & Nielsen, 2001). 
2.4.2.10 Resource Management 
Resource management involves several aspects, where natural, cultural, and economic 
resources, such as the environment, the wildlife, social capital and cultural attractions are 
clustered (Bennett et al., 2012; Loevinsohn, Berdegué, & Guijt, 2002). Another term used 
within the CBT literature, that explains the concept of ‘resources’ is capital assets (Bennett et 
al., 2012). Human resource management and development is considered to be an effective 
strategy for rural tourism by addressing local community development needs (Kokkranikal, 
2009; Kokkranikal & Baum, 2002). Environment and wildlife resources are two other 
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components of resource management that were frequently found within the literature review.  
Due to their frequency as ‘instances’ of conflict, these concepts have been selected to reviewed 
in further detail as concepts specific to resource management.    
Environmental conservation is viewed as a benefit of CBT (Jamal & Stronza, 2009). As stated 
by (Stronza & Gordillo, 2008, p. 449) environmentally based tourism, which involves the local 
community, “has been ascribed with the power to sustain rural livelihoods, catalyse new 
development, renew cultural pride, empower local peoples, and protect biodiversity.” Although 
recognised as an essential aspect to CBT, governments at all levels, intermediary developers, 
and community residents will sometimes disregard the value of their environment to their CBT 
product due to their pursuit of increasing economic growth (Choi & Sirakaya, 2005). Therefore, 
despite the many positive aspects related to the preservation of the environment as a 
complimentary benefit to CBT, which also adds to the allure of the destination, there have been 
studies that illustrate how this core component of CBT is often overlooked and disregarded. 
Furthermore, Poudel et al. (2014) explained how the reservation of protected areas can result 
in conflict related to the livelihood of locals by restricting their access to the land for traditional 
land-use purposes or relocating them from their homes. 
The literature addresses several scenarios associated with CBT development and its impact on 
the wildlife (Hemson et al., 2009; Lapeyre, 2011a; Manyara & Jones, 2007).  In regards to the 
advantages of CBT, there is literature that explains the benefits of CBT towards the 
conservation of wildlife; whereas, other publications discuss how CBT does not address the 
need for wildlife preservation properly (Hemson et al., 2009). Another scenario in the literature 
regards human-wildlife conflict (Manyara, Jones & Botterill (2006); Manyara & Jones, 2007). 
Human encroachment on environmentally protected areas is another conflict instance 
(Manyara et al. 2006). 
2.4.3 Responses 
As a ‘response’ to the ‘instances’ of conflict that occur during a CBT project, many authors 
have commented on or discussed the need to reduce, resolve, or mitigate conflict within the 
CBT context. Within this section, the most frequently referenced ‘responses’ to conflict, as 
identified in the CBT literature are presented (Table 2.5).   
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Table 2.5: Frequently Mentioned ‘Responses’ to Conflict 
 
2.4.3.1 Collaboration 
Throughout the CBT literature, collaboration has received a significant amount of coverage 
(Aas, Ladkin, & Fletcher, 2005; Asker et al., 2010; Bramwell & Sharman, 1999; Getz & Jamal, 
1994; Hall, 1999;  Jamal & Getz, 1995; Jamal & Stronza, 2009; Murphy & Murphy, 2004; 
Okazaki, 2008; Reed, 1997; Selin, 1999; Simpson, 2008; Tosun, 1998). The most prominent 
form of collaboration discussed within the literature is stakeholder collaboration (Aas et al., 
2005). When assessing stakeholder collaboration, particular stakeholder combinations have 
received attention, involving the community, a CBT operator, government, tourism authorities  
or NGOs or private enterprises (Asker et al., 2010). Collaboration or partnerships with private 
enterprise are often referred to as networks, which will be reviewed in a separate sub-section. 
There is also literature emphasising the need for CBT operators to collaborate with each other. 
Within this aspect, the CBT operators may be in the same community or from another CBT 
project operating at a different community within the region (Asker et al., 2010). Collaborative 
management, which emphasises the need for learning in support of sustainability during social-
ecological change, is also  considered as a response to conflict (Armitage, Marschke, & 
Plummer, 2008). 
As Kibicho (2008) pointed out, research regarding the problems that commonly occur during 
CBT initiatives led researchers to discuss the possible strategies that should be used to realise 
the full benefits of the initiative for all the stakeholders. As a means to address these strategies, 
collaboration was suggested as a way to address and minimise, adapt, or resolve conflict 
(Bramwell & Sharman, 1999; Dredge, 2006; Jamal & McDonald, 2010; Jamal et al., 2002; 
Plummer et al., 2006). Particular to this argument, many authors (Dredge, 2006; Gascón, 2012; 
Jamal & Getz, 1995; Jamal & McDonald, 2010; Jamal et al., 2002; McKercher et al., 2005; 
Literature
 - Collaboration 
    - Partnerships and Networks
 - Participation
 - Empowerment
 - Planning
 - Capacity-Building 
 - Social Economy 
 - Government Intervention
 - Communication
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Reed, 1997; S. Reid et al., 2012; Ruhanen, 2012; Slocum & Backman, 2011; Wray, 2011) have 
argued how the collaborative process is one such adopted method to respond to conflict, 
ensuring that all stakeholders have a voice and equal opportunity to receive their desired 
outcome from the CBT process.  
Due to documented problems with CBT developments, conflict has arisen within communities 
and stakeholder collaboration has been suggested as a means to assist in managing this conflict 
and assuring positive outcomes from the initiative. Sautter and Leisen (1999) stated that 
tourism development planners must proactively encourage collaborative efforts with 
stakeholders who desire to be included in the strategic plans of the intended tourism service. 
Aas et al. (2005, p. 28) reviewed the relationship between tourism development, stakeholder 
collaboration, and management and explored five aspects: 
channels of communication between the heritage and the tourism groups, generating 
income for heritage conservation and management, involving the local community 
in decision-making, involving the local community in tourism activities, and an 
assessment of the extent and success of stakeholder collaboration.  
Illustrating the benefits of collaboration Asker et al. (2010, p. 75) stated: 
Collaboration and clustering allows small enterprises the opportunity to market 
themselves much more widely when compared to what their limited resources would 
normally allow. Clustering also facilitates knowledge-sharing and the diffusion of 
innovative or successful business ideas. (p.75) 
2.4.3.1.1 Partnerships and Networks 
Other ‘responses’ to conflict, which are related to collaboration are partnerships and the 
establishment of networks, which can be viewed as one in the same or as two separate 
‘responses’, depending on the specifics of the response. Partnerships, as a response, have been 
discussed in several publications ( Hall, 1999; Lapeyre, 2011c; Manyara & Jones, 2007; Nthiga 
et al., 2015; Selin, 1999); and the establishment of networks has also received coverage in the 
CBT literature (Asker et al., 2010; Hall, 1999; Jones, 2005; Kokkranikal & Morrison, 2011; 
Tolkach & King, 2015). Another way to view partnerships is by viewing or terming the practice 
as stakeholder cooperation, as compared to competition, to maximise benefits (Sautter & 
Leisen, 1999). 
Page | 59 
 
Asker et al. (2010, p. 58) state: 
Creating support networks with other CBT ventures in the region increases potential 
exchanges including ‘look and learn’ visits, which may serve to increase staff 
confidence and motivation. Such networks can also provide collaborative marketing 
opportunities and other benefits from collaboration. 
From a partnership viewpoint, Lee (2011, p. 910) declares “The need to work with local 
communities and tourism-related businesses, to create partnership opportunities, to increase 
local business knowledge…, and of visitors’ needs and motivations, would be a basic and 
positive implication”.  
Lapeyre (2011c) discussed the advantages of both community-private sector partnerships and 
community-public-private partnerships as possible approaches to negating conflict and 
supporting the establishment of a CBT product that had more resources and capabilities, 
through the establishment of networks and the seed capital to initiate and maintain the CBT 
project. 
2.4.3.2 Participation 
An overview of participation in the CBT literature was already reviewed within the 
‘‘instances’’ section; however, here it will be presented as a response to conflict. Although 
participation is viewed as an instance of conflict, it is also likely to be a response to conflict. 
Within the CBT literature, the need for community participation to mitigate conflict ‘instances’ 
has been quite prolific (Hung et al., 2011; Murphy & Murphy, 2004; Reed, 1997; Reid et al., 
2004; R. Scheyvens, 2002; Simpson, 2008; Yang et al., 2013). Also, presented within the CBT 
literature as a response to conflict is stakeholder participation. Mgonja et al. (2015, p. 384) 
stated:  
Many scholars argue that involvement of key stakeholders in the conceptualisation, 
development and daily management of a CTP initiative may assist the stakeholders 
(including the community) to identify, understand, appreciate and focus on those 
areas that are most likely to deliver net benefits to the community and vice versa. 
As described within the community development literature, the underlying principles of CBT 
(economic, social, and cultural benefits through tourism) are attained through “increased 
community participation in decision-making and the sustainable development of both natural 
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and cultural resources (Johnson, 2010, p. 150).” As stated by Simmons (1994, p. 98) “Tourism 
planners are being asked to use greater community participation in tourism planning.” The two 
main reasons that initiated this call for tourism planners to incorporate greater community 
participation were based on, 1) the impacts of tourism that affect the host community the most, 
and 2) the recognition of the community members as one of the primary influencers of a 
visitor’s experience at the destination (Simmons, 1994). However, Hung et al. (2011, p. 278) 
mention how:  
Full participation may not be desirable in every community. The desired form of 
participation can be very site-specific and is determined by factors relevant to the 
host community, such as history, stage of tourism development, residents’ 
perception of tourism impacts, and the sociocultural, political, and economic 
conditions. It appears there is no universal mode of participation that can be 
implemented everywhere. Conditions specific to each community and situation 
must be taken into consideration on a case-by-case basis. 
As components of participation, volunteers and volunteer tourism are mentioned as being 
important factors within the CBT literature (Sin, 2009). Johnson (2010, p. 155) mentioned:  
Without volunteers from the local community, many of these museums would not 
be able to operate. These types of museums serve as a service to local residents and 
as a tourist draw, filling a need within the community, both as a testament to local 
history and as a tourist attraction.  
As a key component to participation, motivation is reviewed within this sub-section due to its 
significance as a ‘response’ concept.  Although potentially viewed as an ‘instance’ of conflict, 
motivation is also a response to conflict (Kayat, 2002). By increasing community member 
motivation through awareness programs, they are more likely to participate in CBT-related 
activities (Kayat, 2002).  
Another ‘response’ concept frequently mentioned is entrepreneurship.  As a ‘response’ to 
conflict associated with participation in CBT, the significance of entrepreneurship is allied to 
the induction of enterprise within the community (Jaafar, Rasoolimanesh, & Lonik, 2015; 
Kokkranikal & Morrison, 2011; Lordkipanidze, Brezet, & Backman, 2005; Manyara & Jones, 
2007; Zapata et al., 2011). When discussing the response of entrepreneurship presented within 
their study, Kokkranikal and Morrison (2011, p. 152) stated: 
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Entrepreneurship is a process of innovation and enterprise creation. It does not 
represent a solo activity carried out exclusively by an entrepreneur. Entrepreneurial 
success draws energy by mobilising and engaging human, cultural and social 
resources in a community network in their pioneering endeavours. Sustainability of 
entrepreneurial outcomes is dependent on the maintenance of positive perceptions 
of mutual respect, equitable distribution of benefits, and socially and 
environmentally responsible practices.  
2.4.3.3 Empowerment 
Another key theme evident in the CBT literature is empowerment (Lapeyre, 2011c; Saarinen, 
2011; Salazar, 2011; Scheyvens, 1999, 2002; Tirasattayapitak, Chaiyasain, & Beeton, 2015; 
Xue, Kerstetter, & Buzinde, 2015). Empowerment during the CBT process is often perceived 
as a response or impact; however, there are also publications that address empowerment as an 
instance (Castro & Nielsen, 2001). As an instance of conflict, many community members find 
themselves not knowing how to proceed or outnumbered by the greater proportion of the 
population ( Reid et al., 2004). However, more pertinent to this section, empowerment can be 
a response to conflict. Quite often, the literature demonstrates that empowerment is often linked 
with capacity building (Goodwin & Santilli, 2009; Tolkach, King, & Pearlman, 2011). Another 
scenario mentioned within the literature, is that of empowering local government with the 
authority to assist in national tourism strategies (Connell, Page, & Bentley, 2009). Some of the 
empowerment literature discusses gender empowerment (Simpson, 2009). On the contrary, 
Blackstock (2005), discusses how, although a primary principle of CBT, communities and their 
members quite often are limited in their control of the development occurring around them; 
thereby hampering the empowerment of the local community. 
The need to empower community members has been viewed as a very important element to 
CBT (Scheyvens, 2002) and therefore, empowerment has been discussed as a response to 
conflict. As a response, empowerment of the local community advocates the ability of 
community members to be able to take control and be responsible for the outcomes of CBT 
development that occurs within their community. Choi and Sirakaya (2005) express the need 
for full resident participation in the development process to empower community members 
through the decision-making process, and distribute revenue from tourism to the local 
community residents. Therefore, local and regional financial resources should assist in 
establishing self-sufficient, empowered communities. Kokkranikal & Baum (2002) address 
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how, in the absence of any influential private sector backing, the public sector needs to facilitate 
and empower the local community to participate in tourism. 
2.4.3.4 Planning 
Throughout the CBT literature, planning has received a significant amount of coverage (Baud-
Bovy, 1982; Bentrup, 2001; Burns, 1999; Mair & Reid, 2007; Reid et al., 2004; Reid et al., 
2000; Selin & Chevez, 1995). Within Burns (1999) contribution, planning is viewed from two 
separate approaches: 1) includes tourism first, where the development of the tourism industry 
is the focus of planning; and 2) development is first, where planning is formulated based on 
national development needs. Also discussed is sustainable tourism planning, at the national 
level, where the local government is seen as being responsible for its implementation (Connell 
et al., 2009).  
As a response to conflict, planning has been highly regarded throughout the CBT literature (Al 
Haija, 2011; Jordan, 2015; Schianetz et al., 2009).  Community participation in relationship to 
tourism planning has been studied as a response to mitigate potential or occurring conflict 
(Jamal & Getz, 1995; Keogh, 1990; Simmons, 1994). The participatory planning process has 
also been highly supported as a means to achieve consensus-building among CBT stakeholders 
(Jones, Glasson, Wood, & Fulton, 2011; Schianetz et al., 2009); however, Dallen (1999) noted 
that many of the participatory planning principles were being practised, while others were not 
being integrated into the process. Integrated planning is mentioned in the literature as a means 
of involving available resources, visitors, and the community (Loulanski & Loulanski, 2011). 
Adopting a planning policy has also been recognised as a response to conflict (Al Haija, 2011). 
In response to numerous instances of conflict related to implementation, planning has been 
highly regarded as the appropriate response (Baud-Bovy, 1982; Yuksel, Bramwell, & Yuksel, 
1999). 
As a response to conflict ‘instances’ stemming from implementation, Baud-Bovy (1982, p. 
308) stated: 
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Many tourism development plans are, in practice, not capable of being implemented. 
It is argued here that obstacles to implementation can be overcome in the planning 
stage itself by taking account of a range of factors, e.g., the socioeconomic, political, 
sociocultural and environmental context of tourism developments, and the spread of 
activities and actors involved in the tourism sector.  
2.4.3.5 Capacity Building 
Previously reviewed in the instances section, capacity and education will now be examined as 
a response to conflict. The literature depicts capacity building as a key theme to positive CBT 
outcomes (Johnson, 2010; Lapeyre, 2011c). As stated by Johnson (2010, p. 153) “Capacity 
building refers to the increase in ability and skills of a community to facilitate development 
actions.” Although capacity building is often mentioned as a goal of CBT, many studies have 
found that not enough attention is given in this regard (Liu, 2006). As a response to conflict, 
adaptive capacity has also been proposed (Armitage, 2005). Adaptive capacity is defined by 
Armitage (2005, p. 703) as “a critical aspect to resource management that reflects learning and 
an ability to experiment and foster innovative solutions in complex social and ecological 
circumstances.” Although already mentioned within the collaboration sub-section, as a 
response, collaborative management focuses on the need to pay greater attention to capacity 
building and also encourages learning (Armitage et al., 2008). In relation to capacity building, 
education about the CBT project was found to have a positive influence on community 
members who weren’t initially wishing to participate (Kayat, 2002). 
2.4.3.6 Social Economy 
As a response to conflict instances, is the implementation of a social economy (Blackstock, 
2005; Johnson, 2010). As described by Johnson (2010), ‘social-economy enterprises’ 
developed through work in community economic development. The objectives of a social 
economy are equivalent to those of CBT and can assist in fulfilling the needs of rural 
communities by contributing to economic, social, and cultural ambitions (Johnson, 2010). In 
comparison to community businesses being controlled by private or public interests, the social 
economy is composed of community-controlled enterprises that are established to fulfil specific 
needs of the community. An advantage of ‘social-economy enterprises’ is the focus on 
communities and the development of their capacity for community benefit (Johnson, 2010).  
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Adding to the contextual challenges of certain CBT developments, there are often problems in 
establishing a social-economy organisation and then sustaining its functionality (Johnson, 
2010). For a social-economy enterprise to be successful, local community members must be 
able to work together through participation and cooperation towards mutual benefit (Johnson, 
2010). The long-term viability of social-economy enterprises is often in jeopardy, as being 
financially self-sustaining is often a challenge in itself (Johnson, 2010).  
Johnson (2010, p. 158) also states “This type of collaboration may be difficult to accomplish 
due to a weak history of cooperation among members of the same community or among 
communities within a region.” However, despite its difficulties, which mirror those faced by 
many CBT projects, social-economy enterprises focus on the community and the development 
of its capacity for community benefits, instead of relying on private developers, which is also 
a primary aim of CBT (Blackstock, 2005; Johnson, 2010). 
Slocum (2010, pg. 21) states “Social justice, such as an equal opportunity for all members of 
society and the equitable distribution of benefits, helps reduce conflict over resource use and 
further enhances the sustainability of environmental and economic advancements.” Due to the 
understanding of ‘social-economy enterprises’ ascertained, the applicability of ‘social justice’ 
would be aligned with the concept as an impact.  Therefore, as a response, ‘social-economy 
enterprises’ should be sought by CBT practitioners to influence ‘social justice’. 
As presented by Manyara (2006), CBEs are enterprises centred on communal ownership of 
tourism resources.  However, communities engaged in CBEs frequently have a lack of capacity 
(Manyara, 2006).  As a response to the need to develop capacity and as a poverty alleviation 
tool, CBEs are equivalent to a social economy enterprise due to its endorsement of local 
community participation and collaborative approaches where the community has a significant 
role in addressing their development needs (Manyara & Jones, 2006; 2007). 
2.4.3.7 Government Intervention 
As previously discussed in the instances section, government intervention is also a response to 
conflict. “There is a need for the government to continue supporting these initiatives at all 
levels, to nurture newly created CTPs and to provide continual technical support for the existing 
ones” (Mgonja et al., 2015, p. 377).  Within the literature, there are publications that address 
how the government partnered with NGOs to aid communities in need of solutions to conflicts 
that had developed at the community level (Manyara & Jones, 2007). An example of this type 
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of government intervention is provided by (Manyara & Jones, 2007, p. 633) as a response to 
the human-wildlife conflict in Kenya, “This resulted in the 1980s, in the Il Ngwesi Group 
Ranch which was established to avert conflicts with conservation and to benefit the local 
community.”  Therefore, planning and management should focus on the most effective use of 
local human capital and on other related resources in addition to the use of traditional 
knowledge inherent in community and informal planning tools with the support of regional and 
national governments (Choi & Sirakaya, 2005).  To encourage this exchange of ideas and to 
maximise human capital, studies suggest that the government needs to encourage and facilitate 
communication between CBT projects on a regular basis (Mgonja et al., 2015). 
2.4.3.8 Communication 
Communication during the CBT process has received a lot of coverage throughout the 
literature, summarised by in the context of Cultural Tourism Programs (CTPs) Mgonja et al. 
(2015, p. 387): 
Communication is regarded as an important tool because it provides an avenue for 
sharing common problems as well as means to solving them. Similarly, frequent 
communication can enhance the bond among CTPs and hence helps reduce the 
chances of unnecessary internal conflicts 
Guidelines for CBT should be written in clear and simple language to assist stakeholders 
understand their positions and the potential of their local environment as a tourism resource. 
The guidelines should also assist the stakeholders to understand the application of sustainable 
tourism development within their area. One of the problems among CBT developments is the 
lack of available copies of approved guidelines (Mgonja et al., 2015).  Additionally, regular 
meetings should occur to discuss the current status of the CBT project, future plans, and to 
address any conflict instances that need resolved (Lapeyre, 2010). 
Included as a component to communication, stakeholder interaction was a frequently 
mentioned concept within the literature. Although considered an impact to conflict 
management, stakeholder interaction is also a response to conflict (Mgonja et al., 2015). As 
stated by Mgonja et al. (2015, p. 387): 
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Identification of key stakeholders is an important part of the strategic management 
process and certainly, the survival of CTPs. Attention to key stakeholders is also 
needed to assess and enhance the political feasibility, particularly when it comes to 
articulating and achieving the common good.  
This study stresses the need to pay attention to key stakeholders because practically, it is not 
possible to satisfy all stakeholders. However, deciding who should be involved, how they 
should be involved and at what stage they should be involved remain a strategic choice. In 
general, people should be involved if they have information that cannot be gained otherwise, 
or if their participation is necessary to assure the successful implementation of initiatives. But 
this element of involvement has been ignored in the past and continues today, so it is likely that 
CTPs will never achieve their true potential for poverty alleviation until this changes (Mgonja 
et al., 2015). 
2.4.4 Impacts 
This section presents the ‘impacts’ of ‘responses’ to conflict that occur during a CBT project, 
as discussed within the CBT literature. Table 2.6 displays the most frequently mentioned 
‘impacts’ of conflict as found within the 130 publications reviewed. This section of the 
literature review is dedicated to deciphering the positive and negative ‘impacts’, that occur as 
a result of ‘responses’ implemented to combat the ‘instances’ of conflict that emerged during 
the systematic review of the literature. 
   Table 2.6: Frequently Mentioned ‘Impacts’ of Conflict 
 
  
Literature
 - Increased Benefits
 - Implementation 
 - Participation
 - Empowerment
 - Resource Management
 - Stakeholder Interaction
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2.4.4.1 Increased Benefits 
‘Impacts’ discussed within the literature include increased benefits for community members 
(Andereck et al., 2005; Choi & Sirakaya, 2005; Li, 2006; Mgonja et al., 2015; Poudel et al., 
2014). There is literature that discusses the advantage of common pool benefits (Choi & 
Sirakaya, 2005; Mgonja et al., 2015; Stronza, 2010). Additionally, there is literature that 
addresses how an increase in financial or economic benefits enhances the ‘impact’ on the 
community or community members (Gursoy & Rutherford, 2004; Mgonja et al., 2015) as well 
as literature that discusses the economic benefits gained through the conservation of natural 
resources ( Lee, 2011; Mgonja et al., 2015; Poudel et al., 2014).  
Generally speaking, some of the CBT literature has only addressed livelihood benefits 
(Lapeyre, 2011c; Mason & Cheyne, 2000; Mbaiwa & Stronza, 2010; Nthiga et al., 2015; 
Nunkoo & Ramkissoon, 2011; Scheyvens, 1999; Simpson, 2008; Stronza, 2010; Tolkach & 
King, 2015; Tosun, 2005); whereas other literature reviews additional cultural benefits (Nthiga 
et al., 2015; Poudel et al., 2014). Gursoy and Rutherford (2004) discuss how tourism can 
preserve local arts, along with establishing pride within the community to share their traditions 
while increasing quality of life and creating a format for cultural exchange. Many studies in 
the CBT field have discussed how the implementation of bi-lateral industries to complement 
the tourism offering would provide the community with the most beneficial outcome (Chan & 
Huang, 2004). On the other hand, the literature also addresses how CBT can have negative 
cultural outcomes on the community (Gursoy & Rutherford, 2004; Moscardo, 2011; Tosun, 
1998).  
Concerning the ‘impact’ of benefits to the children of the community, Tirasattayapitak et al. 
(2015) found that intergenerational resilience to negative tourism outcomes and the overall 
well-being of the children can be achieved through strong leadership, social cohesion of 
community members, and a good relationship with tourism entrepreneurs.  
The construction of infrastructure relevant to CBT development and communication 
capabilities have also been presented as an ‘impact’ (Mgonja et al., 2015; Nthiga et al., 2015). 
Therefore, as another benefit of CBT, infrastructure that influences the lives of the community 
members can be viewed as being a positive ‘impact’ (Mgonja et al., 2015). Mgonja et al. (2015, 
p. 385) stated how a “CBT initiative also provides income that can be used in community 
development projects which benefits the community as a whole. Such projects could be local 
community schools or health centres, or improving water services as well as infrastructure 
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services.” Additionally, some studies have found that locals appreciate the outcomes of 
tourism, due to improved services and the creation or improvement of roads and other public 
facilities (Gursoy & Rutherford, 2004). Therefore, CBT can initiate new opportunities for 
locals, such as increased recreational options and shopping alternatives with product 
diversification (Gursoy & Rutherford, 2004). Mgonja et al. (2015) discuss how the benefits of 
CBT need to be determined by the community members involved from the onset of 
implementation.  
2.4.4.2 Implementation 
Salazar (2011, p. 11) stated “CBT activities that are designed and implemented through 
community consensus other than centrally planned (top–down) CTP may cause less [sic] 
negative effects and disruption of rural cultures.” Mgonja et al. (2015, p. 384) posited that: 
Well-structured guidelines that are written in a simple and understandable language 
may help the key stakeholders to clearly understand their positions and the potentials 
they have in their local environment. The guidelines may also help the key 
stakeholders to understand what is appropriate and what is not appropriate for 
sustainable tourism development in their areas. Inappropriate tourism development 
and practice can degrade habitats and landscapes, deplete natural resources, damage 
local culture and social structure, and generate waste and pollution. In contrast, a 
well thought out CBT program can help the community to generate awareness of 
and support for conservation and local culture, and create economic opportunities 
for local communities. At the time of doing this research, many CTP initiatives had 
no copies of the newly approved guidelines.  
The implementation of CBT can result in negative cultural outcomes which may include 
dilution of traditional family values due to the commercialisation of treasured cultural aspects 
(Gursoy & Rutherford, 2004). Additionally, Gursoy and Rutherford (2004, p. 499) state that 
CBT:  
may create social and cultural conflicts at the destination community due to 
sociocultural differences, economic welfare, and purchasing power gaps between 
hosts and tourists. In the long term, the host community may start adopting tourists’ 
norms and values and may become culturally dependent on the generating country.  
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However, Mgonja et al. (2015) state that properly implemented CBT management systems 
guided by a designated value system, account for the flexibility of communities to adapt and 
adhere to change while maintaining their cultural attributes and staying focused on their 
development goals.  
To achieve the ‘impact’ of implementation, quite often partnerships are formed to address 
concerns faced during the planning and developmental phases, such as funding, lack of 
resources, inadequate market access and so forth. However, as noted by Manyara and Jones 
(2007), quite often the partnerships that are formed do not properly address the priorities of the 
communities or the fundamentals of what is to be achieved through CBT. 
Several publications discuss the need and importance of an effective exit strategy to be 
demonstrated by whoever may be assisting the community develop its CBT product (Mgonja 
et al., 2015; Salazar, 2011). Although the implementation of CBT projects in Tanzania were 
experiencing successful outcomes, Mgonja et al. (2015, p. 380) discussed how the withdrawal 
of an NGO’s support influenced CBT projects throughout the country: “Many CTPs collapsed 
due to lack of finance and regular technical support. Similarly, those which continued to 
survive had many internal conflicts with regard to land ownership, resources management, 
inequitable benefit distribution among members and poor coordination.” This example 
includes many inter-related themes both within the context of the example and within the quote 
itself; however, despite the inter-relationship of conflict themes being discussed within its own 
sub-section, this example is provided within the implementation ‘impacts’ due to its relevance 
to what can occur when funding and support is ceased prior to the community gaining the 
capacity to manage its CBT product. 
2.4.4.3 Participation  
Already presented in the instances and responses sub-sections, participation is also viewed as 
an ‘impact’ that is related to the ‘response’ to conflict. Pertinent to CBT, participation is 
discussed as an ‘impact’ within the literature (Asker et al., 2010; Choi & Sirakaya, 2005; 
Goodwin & Santilli, 2009; Johnson, 2010; Kontogeorgopoulos, Churyen, & Duangsaeng, 
2013; Li, 2006; Mason & Cheyne, 2000; Scheyvens, 2002; Tosun, 2005; Zapata et al., 2011). 
Kayat (2002) found that participation increased as a result of awareness programs that educated 
community members about the CBT project. Kontogeorgopoulos et al. (2013) described the 
implications of successful participation in homestay tourism as also having negative ‘impacts’, 
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which included a less authentic product, increased dependence on tourism, and heightened 
social and economic inequalities.  
Due to its significance to participation, trust was a frequently mentioned component of 
participation. Trust has been discussed as both a positive and negative ‘impact’ (Idrissou et al., 
2013; Simpson, 2009). There has been an ongoing discussion about the connection between 
trust and distrust (Idrissou et al., 2013). Although distrust is often seen as being negative, 
Idrissou et al. (2013) state that a reasonable amount of distrust is needed during management 
processes, as it assists in building a stronger foundation for actual trust and assists in the 
collaboration process. The rationale behind this is that participants work harder to establish 
trust due to the perceived risk of consequences that might occur if trust is broken and the 
parameters of an established relationship are not adhered to; thus, enforcing a more concerted 
effort on parties to ensure they are adhering to the demands of trust-building from the 
standpoint of the other stakeholders involved (Idrissou et al., 2013). 
2.4.4.4 Empowerment 
Already presented in the ‘responses’ section, empowerment will now be reviewed as an 
‘impact’, as discussed within several CBT publications (Lapeyre, 2011c; Manyara & Jones, 
2007). Lapeyre (2011c) mentioned how the ‘impact’ of empowerment can be attained for both 
the community and its members through training, attention to personal growth, and having the 
community members sharing during the decision-making process. Reinforcing the importance 
of empowerment, Manyara and Jones (2007) discussed how the main outcome of CBT is 
experienced through the empowerment of rural communities, development, and the mitigation 
of poverty. 
Related to the ‘impact’ of empowerment, motivation has been frequently discussed within the 
literature.  As a result of empowerment through participation and an increase in capacity, some 
of the literature has discussed community members experiencing an increase in motivation 
(Hung et al., 2011; Stronza & Gordillo, 2008). 
2.4.4.5 Resource Management 
Although discussed previously as a ‘response’, resource management will now be reviewed as 
an ‘impact’. Resource management and its components have been discussed as an ‘impact’ 
within several publications (Nthiga et al., 2015; Salazar, 2011; Simpson, 2009). Although 
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possibly perceived as a benefit of CBT, the impact of environmental management holds a 
greater influence than just the local community members or CBT stakeholders. As a frequently 
mentioned concept within the literature, environmental management is viewed as a significant 
outcome of the CBT process. Poudel et al. (2014) stated in their study that previous research 
has shown that tourism stakeholder perceptions about the outcomes of tourism within protected 
areas show significant differentiation. As an outcome of CBT, increased environmental 
management and conservation is discussed throughout the literature (Choi & Sirakaya, 2005; 
Lapeyre, 2011c; Mgonja et al., 2015; Nthiga et al., 2015; Poudel et al., 2014; Ruiz-Ballesteros, 
2011).  
Poudel et al. (2014) examined both positive and negative outcomes of sustainable tourism 
development from the perspective of tourism stakeholders.  Results of their study revealed that 
residents and tourists interpret positive and negative outcomes differently at protected areas, 
which indicates how the nature of the tourism development influences sustainability factors 
within protected areas. The positive ‘impact’ of increased wildlife due to conservation efforts 
has been discussed (Nthiga et al., 2015; Poudel et al., 2014); whereas, negative ‘impacts’ such 
as increased poaching and non-enforcement of land management designations have been 
reviewed (Nthiga et al., 2015; Poudel et al., 2014). Due to the benefits being received by CBT, 
Nthiga et al. (2015) stated how the human-wildlife conflicts have been minimised as a result 
of the communities growing more tolerant of the wildlife. 
2.4.4.6 Stakeholder Interaction 
Although already discussed as a ‘response’ to conflict, stakeholder interaction is also viewed 
as an ‘impact’ within the CBT literature. The ‘impact’ of stakeholder interaction includes the 
involvement of stakeholders through cooperative, participatory or collaborative practices. Food 
preparation, homestays, and tour-guiding are all ways the local community can get involved 
(Mgonja et al., 2015). Mgonja et al. (2015, p. 384) mentioned “when many stakeholders 
participate in a conversant, supportive, ethical and accountable manner, it is possible to create 
a dynamic nurturing environment that will foster and cultivate the crucial components of ‘best 
practice’”  
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2.4.5 Interrelationships 
As evident when reviewing the literature regarding the ‘instances’ of conflict, the ‘responses’ 
to the ‘instances’ and the ‘impacts’ of the ‘responses’, it becomes evident that many of the key 
concepts found within the literature are interrelated. As stated by Poudel et al. (2014, p. 12) 
“unlike previous research, we postulated that both negative and positive social, economic, and 
ecological impacts emerge simultaneously and coexist.” Additionally, as stated by Williams 
and Lawson (2001, p. 269) "If one is to understand the impact of tourism on residents, the 
interrelationships between various elements in the system must be studied." 
Manyara and Jones (2007, p. 632) provide an example of a ‘response’ by the Kenyan 
Government that initiated further conflict; “the government discontinued the program in 1989 
but without measures in place to avert human–wildlife conflicts, which further incensed local 
communities.” This example refers to a human-wildlife conflict that was occurring and as a 
‘response’, the Kenyan Government started a compensation program for loss or damage caused 
by wildlife. However, the ‘impact’ of the response was related to the improper implementation 
of the program, which resulted in further ‘instances’ of conflict because the community 
members were not getting compensated, corruption occurred, and fraudulent claims were being 
made. So, as addressed in the quote, the government responded by discontinuing the program, 
which resulted in another conflict ‘instance’ where the community members became even more 
angered. In his discussion of systems, Hall (2008, p. 72) provided an analytical assessment of 
the relationships and/or links pertinent to the elements of a system that is useful in considering 
the relationship between conflict themes, commenting: 
The other component in the structure of a system is the relationship or links between 
the elements that make up a system. Three basic forms of relationship can be 
identified: 1) a series relation (in which A leads to B), which is the characteristic 
cause-and-effect type relation of classical science; 2) a parallel relation in which two 
elements are affected by another element; 3) a feedback relation, which describes a 
situation in which an element influences itself. Both the elements and the 
relationships between them are part of the environment, which is most simply 
thought of as everything there is.  
Table 2.7 displays the contribution of Hall (2008). Based on this analytical assessment of 
relationships, the sub-models that comprise the overarching conflict management model 
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developed as a result of this study are linked to the contribution of Hall (2008). This will be 
further explained in section 5.5.  
Table 2.7: Relationships between the Elements of a Planning System 
 
Through understanding these types of relationships, the assessment and analysis of the primary 
data related to this study will be reviewed accordingly to assert a greater understanding of how 
the conflict themes interrelate.  
2.4.6 Success 
Throughout the CBT literature, there is a great variance about whether or not CBT at a certain 
location is successful or not. Furthermore, the criteria for what indicates successful CBT also 
varies significantly. Due to this inconsistency, and the ever-present interrelationships of the 
fundamental concepts of CBT, the foundations for this study were established. Within the CBT 
literature, there are publications that discuss the successes of CBT implementation (Asker et 
al., 2010; Stronza & Gordillo, 2008; Stronza, 2010); whereas, other publications focus on the 
many unsuccessful aspects of CBT (Beaumont & Dredge, 2009; Blackstock, 2005; Goodwin 
& Santilli, 2009). Many authors have also noted both the positive and negative aspects of CBT 
(Scheyvens, 1999; Simpson, 2008, 2009). Within the Goodwin and Santilli (2009) study, it is 
stated that although many CBT projects have been funded within developing countries, for the 
majority, determinations regarding whether they have been successful or not have not been 
scrutinised, resulting in a lack of understanding regarding the actual benefits local communities 
are receiving. 
The CBT literature records a multitude of conflicting views on the benefits/ advantages of CBT 
versus the misperceptions/ disadvantages of implementing CBT within communities (Asker et 
al., 2010; Blackstock, 2005; de Araujo & Bramwell, 2002; Getz & Jamal, 1994; Goodwin & 
Santilli, 2009; Grybovych & Hafermann, 2010; Harrison & Schipani, 2007; Harwood, 2010; 
Literature
 - a series relation (in which A leads to B), which
    is the characteristic cause-and-effect type 
    relation of classical science (Hall, 2008)
 - a parallel relation in which two elements are 
   affected by another element (Hall, 2008)
 - a feedback relation, which describes a situation in 
   which an element influences itself (Hall, 2008)
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Jamal & Eyre, 2003; Jamal & Getz, 1995; Jamal & Getz, 1999; Jamal & McDonald, 2010; 
Jamal & Stronza, 2009; Kibicho, 2008; Lapeyre, 2011a, 2011b, 2011c; Lopez-Guzman et al., 
2011; Okazaki, 2008; Reed, 1997; Ruiz-Ballesteros, 2011; Sebele, 2010; K. Simpson, 2001; 
M. C. Simpson, 2008, 2009; Spenceley & Goodwin, 2007; Stone & Stone, 2010; Tolkach et 
al., 2011). However, despite this diversity in views regarding CBT as a community 
development practice, implementation is still frequently attempted as a means to improve the 
livelihood of community members, as an attempt to establish increased benefits to the 
community and its members, and to develop a tourism product that either signifies a community 
as a tourism destination and/or attempts to preserve its cultural heritage and environmental 
assets. 
Based on the review of the literature, a success typology was developed (Table 2.8).  These 
four types ranging from successful to unsuccessful were established through reviewing various 
case studies within the CBT literature and also the content and context associated with the 
conflict themes in relation to the term ‘success.’  It was determined that ‘success’ was a relevant 
way to measure both the overall CBT project and also the concepts and categories related to 
the conflict themes.  Along with success, the literature also frequently contained examples of 
CBT that were ‘unsuccessful’.  As previously discussed, CBT has been scrutinised by both 
academics and practitioners due to the many unsuccessful initiatives that have occurred.  
Furthermore, there was literature that discussed CBT projects that contained both successful 
and unsuccessful elements. As a result, for this study, the concept of ‘some successful 
elements’ was established to acknowledge those situations.  Finally, ‘too early to tell’ refers to 
CBT projects or concepts that the researcher of the reviewed literature was unable to 
definitively determine as being either successful or unsuccessful because not enough time had 
passed to make an accurate assessment.  
     Table 2.8: Typology of CBT Success  
 
  
Literature
 - Successful
 - Some successful elements
 - Too early to tell
 - Unsuccessful
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2.4.6.1 Successful 
Within the literature that proclaims CBT as a successful development approach for local and/or 
rural communities there have been several aspects that have been explained to contribute to the 
underlying aspects of the benefits for community members through implementation. Within 
the studies presenting CBT as a successful development approach, some speak specifically 
about a certain location (Asker et al., 2010); whereas, other studies are more general in their 
discussion of CBT as a success (Asker et al., 2010). Within the Goodwin and Santilli (2009) 
study, they asked CBT practitioners to state what they considered to be criteria for success and 
the results revealed that social capital and empowerment were the most frequently mentioned. 
Commercial viability and environmental benefits were thought to have considerably less 
importance, while collective benefits received little recognition (Goodwin & Santilli, 2009). 
Also important to note is that the study found a strong discrepancy between what the experts 
nominated as successful CBT aspects and what those who were managing the projects thought. 
Asker et al. (2010) provided a case study example of a joint venture collaboration between a 
local community and a private organisation that was able to achieve success as a result of the 
private company’s emphasis on profit and conservation. Adding to the success of the case study 
was the community having a significant influence in the decision-making process and attaining 
profits from the project.  However as stated by Tosun (2005), there is not an exact process or 
procedure regarding participation that can guarantee a successful outcome for every situation. 
2.4.6.2 Unsuccessful 
Throughout the literature on why CBT is unsuccessful, there has been diversity within the 
studies declaring that CBT does not work. Similar to the literature that declares CBT to be a 
success, there have been studies that are specific to a location, and others that speak more 
generally about CBT as a development approach. 
From a community development perspective, Blackstock (2005, p. 39) mentions three major 
failings: 
Firstly, it tends to take a functional approach to community involvement. Secondly, 
it tends to treat the host community as a homogeneous bloc. Thirdly, it neglects the 
structural constraints on local control of the tourism industry.  
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Tosun (2000) explains that CBT programs have difficulty in becoming successful because of 
the assumptions embedded within the community concept itself. Additionally, Tosun (2000) 
explains how many government documents discuss the importance of involving local 
communities to achieve development goals, and yet many of these documents do not define 
community or lay out the specifics on how rural communities can have a stake in aspects of 
tourism that will have an outcome on their future. Another aspect discussed by Tosun (2005), 
regards the reality that there is no formally accepted procedure for community participation 
practice and theory that can ascertain success in every or most situations. Additionally, “The 
process of community involvement in development efforts differs according to sectors of the 
economy in a country and prevailing local conditions under which community involvement 
will be practised” (Tosun, 2005, p. 334). However, the absence of a consistent community 
participation process may be in the best interests of the CBT process, as it often requires 
flexibility based on the particular community implementing a project and/or development 
scheme (Tosun, 2005). Tosun (2005) continued by suggesting the use of community 
participation for CBT projects and the development of guidelines relevant to specific country 
contexts. 
2.5 Summary of the Literature Review and Systematic Analysis 
of the Literature 
Within this chapter, CBT, conflict, and conflict management were all reviewed.  Additionally, 
explanation was provided relating to the development of the Conflict Management Model. The 
most frequently referenced concepts from the systematic review of the literature were discussed 
and are presented together in Table 2.9.  In summary, after analysing the CBT literature, the 
following concepts are the most frequently referenced categories from the more than 130 CBT 
related journal articles reviewed.  As displayed in Table 2.9, the most frequently referenced 
‘instances’, ‘responses’, and ‘impacts’ from the literature were compiled to gain a greater 
appreciation of the ‘conflict themes’ prior to primary data collection.  The most frequently 
mentioned ‘instances’ of conflict from the literature reviewed included benefits, 
implementation, power relations, and participation. For ‘responses’, collaboration, 
partnerships, and networks, participation, empowerment, and planning were included to be 
among the most frequently mentioned. Regarding ‘impacts’, increased benefits, 
implementation, participation, and empowerment were frequently referenced. Additionally, 
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interrelationships and success were presented to develop their importance to the overall 
significance of this study. The following chapter discusses the methodology of this study.  
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Table 2.9: Emerging Key Concepts from within the CBT Literature 
Instances Responses Impacts Inter-relationships Success
Literature:
 - Benefits  - Collaboration  - Increased Benefits  - a series relation (in which A leads to B), which  - Successful
 - Implementation     - Partnerships and Networks  - Implementation     is the characteristic cause-and-effect type  - Some successful elements
 - Power Relations  - Participation  - Participation     relation of classical science  - Too early too tell
 - Participation  - Empowerment  - Empowerment  - a parallel relation in which two elements are  - Unsuccessful
 - Funding  - Planning  - Resource Management    affected by another element
 - Lack of Capacity and Education  - Capacity-Building  - Stakeholder Interaction  - a feedback relation, which describes a situation in 
 - External Interference  - Social Economy    which an element influences itself
 - Communication  - Government Intervention
 - Government  - Communication
 - Resource Management
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3.0 Methodology 
3.1 Introduction 
Within this chapter, Section 3.2 presents a flowchart displaying the stages of the research 
process. Section 3.3 explains the critical theory research paradigm, along with exploratory 
research, qualitative research, and ethnography, which were utilised in this study. Section 3.4 
introduces the two stage research design used for this study and includes Table 3.1, which 
displays a summary of the key aspects of the two stages. The key aspects within the table 
include the number of participants for each stage, what was achieved during each stage, and 
the process undertaken to analyse the data. Sections 3.5 and 3.6 present the components of 
Stage 1 and 2, respectively. To conclude this chapter, the credibility of this study and 
information on ethical clearance is reviewed.  
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3.2 The Stages of the Research Process 
The flow chart (Figure 3.1) displays the stages of the research process undertaken for this study. 
 
Research Problem
Section 1.1: Background to the 
Research 
Research Purpose & 
Questions
Section 1.2: The Research 
Purpose & Research Questions  
Related Concepts, 
Theories & Models
Chapter 2: Literature Review & 
Development of a Model
Literature Review 
Analysis 
Section 2.5: Development of the 
Conflict Management Model
Research Paradigm Section 3.3: Critical Theory
Research Design 
Section 3.3.3: Two-stage 
Ethnography
Data – Type/ Collection Section 3.4: Stage 1- Qualitative 
Email
Data Analysis/ Modelling 
Section 3.4.5: Qualitative 
Analysis/ NVivo
Data – Type/ Collection
Section 3.5: Stage 2- In-depth, 
Semi-structured Qualitative 
Interview & Case Studies (2)
Data Analysis
Section 3.5.2.1: Content 
Analysis/ Constant Comparative 
Method 
Data Modelling Section 3.5.11: NVivo
Figure 3.1: The Key Elements of Social Research Design (Adopted from Blaikie 
(2000, p. 43) and adjusted to this study)  
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3.3 Research Paradigms 
The research paradigm adopted for this research can be classified as critical theory. The 
primary reason is that the research purpose and objectives of this study are formulated in 
exploring the ‘instances’, ‘responses’, and ‘impacts’ of an unknown phenomenon within the 
social sciences, which for this research is conflict management. For the purposes of this study, 
critical theory for the social sciences was chosen over the other five contemporary research 
paradigms because, as explained in Blaikie (2000, p. 100), this approach is capable of 
revealing: 
the nature and origins of false consciousness, to describe the nature and development 
of social crises, to identify what needs to be done to resolve social crises, and to 
provide a plan of action on how people can affect the transformation of society. 
(p.100)  
This study’s exploration of conflict management aligns with Blaikie’s (2000, p. 100) statement 
on what critical theory should reveal because the data indicates relationships and scenarios that 
describe conflict management within CBT initiatives.  Additionally, the social aspect 
associated with conflict management and the effect on stakeholders involved with CBT align 
with the human resources literature, which was reviewed to provide additional insight into the 
applicability of critical theory to this study (Brookfield, 2014).   
Due to critical theory’s empirical focus being affiliated with the workplace, the association of 
this study being within the critical theory research paradigm is evident through the primary 
data collection occurring amongst stakeholders that have experience with CBT. 
In alignment with critical theory, the knowledge gained through an exploration of the 
‘instances’, ‘responses’, and ‘impacts’ of conflict between key stakeholder groups within a 
CBT initiative will assist in empowering key stakeholder groups during future CBT initiatives. 
Furthermore, the data collection and analysis methods of this study are to be conducted in a 
particular order: firstly, to gather base knowledge to formulate the remainder of the study, 
secondly, to add the local case study context, and finally, to ascertain knowledge in order to 
extract more detailed and rich data to make a theoretical contribution to the tourism literature.  
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3.3.1 Exploratory Research 
Empirical research involves the attainment of data and knowledge through direct or indirect 
observations and/or experience (Blaikie, 2000). The key to empirical research is in asking 
questions and receiving answers that provide a deeper understanding of the phenomenon or the 
opinion of the studied subject (Bouma & Ling, 2004). To gather empirical data for this study, 
exploratory research was undertaken. 
Exploratory research is used when there is lack of knowledge about the research subject being 
studied (Jennings, 2010). Exploratory research utilises a range of data sources such as 
secondary research, opinions, observations and a range of qualitative methodologies (Jennings, 
2010). In particular, effective observation and communication techniques are the appropriate 
tools to collect data for the social sciences, while applying critical theory (Blaikie 2000). 
Qualitative methodologies are very pertinent to exploratory research due to the flexibility of 
the data collection options available and because qualitative research is not rooted in random 
sampling or deriving a representation of a particular study’s population (Jennings, 2010). 
Therefore, exploratory research often involves the qualitative research methods of observation, 
interviews, and content analysis. For the purposes of this study, exploratory research was 
conducted to gather data on the ‘instances’, ‘responses’, and ‘impacts’ of conflict management.  
3.3.2 Qualitative Research 
The guiding principle behind qualitative data collection and analysis is to gain an understanding 
of the thought processes and affiliated actions of those being studied and to be able to derive 
an analysis of these occurrences that are able to portray, with accuracy, the phenomenon that 
has occurred void of the researcher’s subjectivity (Jennings, 2010). However, despite the need 
for objectivity, qualitative research is most effective and efficient when the researcher is able 
to deduce thick, rich data from the subject environment and is able to incorporate these findings 
into very descriptive and accurate text for analytical interpretation (Merriam, 1998).  
Merriam (1998) separates qualitative research into five types; basic or generic qualitative study, 
ethnography, phenomenology, grounded theory, and case study. Grouping these types, 
Merriam (1998, p. 20) presented three categories from the five types of qualitative research: 
“disciplinary orientation (ethnography, phenomenology); function (grounded theory); and 
form (case study, basic or generic qualitative study).” However, regardless of the classifications 
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and categorisations, the literature acknowledges how the five types of qualitative research can 
be used in combination (Laws & McLeod, 2004; Merriam, 1998). This study will apply the 
ethnographic orientation with the case study form. 
3.3.2.1 Justification for the Research Design 
Some authors of CBT literature support the use of ethnography and qualitative research 
approaches and provide a justification for this study’s research design. Deery et al., (2012) 
write that the use of quantitative research has led to a narrow understanding of issues and 
propose the use of ethnography to better understand social outcomes of tourism. Simpson 
(2009) provided insight into the advantages of qualitative data gathered through semi-
structured interviews and also the value in acquiring data from various stakeholders. Manyara 
& Jones (2006; 2007) conducted case study of six CBTEs, which involved in-depth, semi-
structured interviews with CBTE operators and leadership, tourism academics, support 
organisations, and government officials.  Mgonja et al. (2015) also collected data using in-
depth interviews, which included a total of ten participants from two CTPs and five national 
level government officials. The analysis of the data collection, implemented in NVivo, 
generated the emerging categories relevant to the study, which are similar to the research design 
of this study. 
As reported by Spenceley (2008), there have been many studies that have addressed the factors 
associated with sustainable tourism, however, there has been limited research done to prioritise 
the factors that are most important to stakeholders in destinations.  This study has also 
recognised this deficiency in the literature, specifically in regards to CBT.  To address this 
deficiency, exploratory qualitative research was selected to identify the plethora of factors that 
CBT stakeholders identify as being ‘conflict themes’ during the development process; hence, 
what the CBT stakeholders consider to be main factors that need addressed to achieve 
successful CBT outcomes. Spenceley (2008) included data gathered from government, 
academia, NGOs, the private sector, and consultants to address a holistic approach, which is 
rarely applied to tourism studies.  This study attained participation from the same classification 
of stakeholders, but also included community members, who are the focal point of the 
development objectives. 
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3.3.3 Ethnography 
For this research, the qualitative approach of ethnography was selected because of the nature 
of the context of the research, CBT initiatives. As “ethnography is the art and science of 
describing a group or culture” (Jennings (2010, p. 168) it is appropriate for the study of the 
interaction between the various stakeholders involved within CBT initiatives. In relation to this 
particular study, this method is relevant due to the researcher engaging individuals from key 
stakeholder groups within various CBT initiatives. 
According to Laws and McLeod (2004), culture is a unifying construct of ethnography and in 
the case of the study of an organisation; consideration should be given to the history of the 
neighbourhood, socioeconomic factors, the community’s racial and ethnic make-up, and the 
attitudes of the members of the organisation and those whom they served. As a result the 
context of each CBT initiative needs to be understood as part of the data collection process of 
this study.  
According to (Jennings, 2010, p. 168), ethnographic research is guided by several principles: 
 “a focus on understanding and interpretation; 
 a focus on process or negotiation of meanings; 
 research undertaken in natural settings; 
 social phenomena studied within the social context in which they occur, in order that a 
holistic perspective is gained; 
 emic14 and etic15 perspectives jointly utilised; 
 the identification of multiple realities/perspectives; 
 the use of multiple methods; 
 non-judgemental positioning.”  
Such an orientation is appropriate for this research as the study is on understanding the process 
of conflict management occurring naturally within a CBT initiative that involves a number of 
innately different stakeholders. The multiple research methods will elicit the voices of those 
who have been part of the process, and the combination of the observer and the multiple case 
                                                 
14 Based on the definition provided by Creswell (2007, p 242), ‘emic’ refers to “the type of information being 
reported and written into an ethnography when the researcher reports the views of the informants.” 
15 Based on the definition provided by Creswell (2007, p 242), ‘etic’ refers to the type of information being 
reported and written into an ethnography when the researcher reports his or her own personal views. 
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studies will provide the emic perspective. Finally, while reporting the findings, ethnographic 
researchers need to detail the influence of their presence to elucidate their proximity to the 
phenomena being studied (Jennings, 2010).  
Within the description of the ethnographic approach provided by Jennings (2010)  
differentiation between ethnography and participant ethnography was not provided; however, 
upon additional research a difference in approaches was revealed. Ethnography differs from 
participant ethnography in that it involves the researcher as an observer of the phenomenon 
under investigation; however, it does not require the researcher to be an integrated participant 
in the process, as does the participatory observation technique applied specifically within 
participant ethnography (Creswell, 2005). 
Creswell (2005) classifies three main types of ethnographies; the realist ethnography, the case 
study, and the critical ethnography. Assessment of these three types of ethnographies 
determined the critical ethnography to be most aligned with Jennings’ (2010) description of 
ethnography, which is described as participant ethnography. However, a further review of 
Creswell’s (2005) ethnographies clarified that the type of ethnographic approach being 
undertaken for this study can be classified under case study ethnography, and more specifically, 
as a multiple instrumental case or, as also known, a collective case study. The characteristic of 
an instrumental case is to act as an agent in illustrating a particular issue (Creswell, 2005).  
Further detail on case study ethnography states it is an “in-depth exploration of a bounded 
system,” which means the case is distinct in time, location, and geography (Creswell, 2005, p. 
439). Utilising the case study ethnography approach, the researcher attempts to gain an 
insightful and knowledgeable understanding of the case, or particular cases, through the 
collection of multiple types of data (Creswell, 2005). Through this type of data collection, the 
study only requires a few cases to be researched because of the time constraints associated with 
this in-depth collection of data (Creswell, 2005). Additionally, case study ethnographies are 
dependent on the researcher being able to relate the cases to a larger context (Creswell, 2005). 
3.4 Two Stage Research Design 
When undertaking research on a particular ‘phenomena’, Perry (1998) recommended that 
researchers utilise multiple methods because various data acquisition tools add to a greater 
understanding of the research focus. To acquire primary data, a two stage exploratory research 
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process was undertaken. The foundation of the study began with Stage 1 of the research design, 
which included a qualitative email survey distributed to past and present representatives of 
CBT stakeholder groups. Upon completion of the survey, a content analysis was conducted to 
extrapolate the key categories associated with the data.  
Stage 2 of the research design involved utilising the categories derived through the content 
analysis to formulate the interview guide used in the in-depth, semi-structured interviews. Also 
as a component of the Stage 2 data collection process, a case study review was incorporated 
that looked at a CBT project considered successful and one that was still in its developmental 
stage. For each Stage 2 interviewee, secondary sources provided by the participant were used 
to gain an increased understanding of the context of their CBT initiative. Although the semi-
structured interviews were the primary source of data influencing the results of this study, the 
qualitative surveys in Stage 1 and the case study data gathered in Stage 2 were used to ascertain 
a greater understanding of the research objectives.  
 As displayed in Table 3.1, a summary table of the two stage research design is presented. 
Table 3.1: 2 Stage Research Design 
 
3.5 Stage 1 
The specific details of the purpose of Stage 1 will be presented within this section. 
  
Stage 1 Stage 2
Online Global Survey (Qualtrics) In-depth, semi-structured interviews
• 29 Participants •23 Participants
1.Investigated instances, responses, impacts Case Studies (2)
2.Provided participants for stage 2 One Successful
3.Results provided basis for stage 2 interview guide One Developing
Analysis Analysis
Content Analysis – NVivo Constant Comparative Method
Content Analysis – NVivo
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3.5.1 Aims of Stage 1 
Aims of Stage 1: 
 Exploration into ‘instances’, ‘responses’, ‘impacts’ 
 Categories for Stage 2 
 Participants for Stage 2 
 Global Coverage 
The first stage of the research was conducted via qualitative email surveys to initiate this 
research’s exploration into the ‘instances’, ‘responses’, and ‘impacts’ of conflict within CBT 
initiatives that formulate conflict management, as established within the research purpose and 
objectives of this study. The qualitative email surveys included three simply-stated key 
questions to provide a broad pool of data, as gathered from respondents located across the 
globe. The qualitative email surveys were designed and recorded using the online survey 
software, Qualtrics. 
Content analysis was utilised to analyse the data and uncover the emerging themes from the 
participant responses, which was relevant to Stage 2 of the research design. During the initial 
qualitative online survey process, respondents were asked if they were willing to participate in 
a face-to-face, semi-structured, in-depth interview on this topic. The results from Stage 1 were 
then coded into NVivo, a software program that assists in organising data.  
3.5.2 Instrument Design 
The format of the qualitative online survey included an opening introduction statement 
explaining an overview of the research, a few simple filtering questions, and three key 
questions related to the conflict themes, as presented in Appendix B. The qualitative online 
survey was conducted using the online survey software, Qualtrics. The Qualtrics software 
enables the researcher to design a flexible survey.  Therefore, the researcher designs the survey 
to progress in accordance to the participant’s responses. Once the participant either completes 
the survey or exits before finishing the survey, the Qualtrics software records all of the answers 
provided by the participant. The data is then able to be reviewed online and is able to be 
exported in an Excel format. The Excel document required editing to eliminate all responses 
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that were incomplete.  Therefore, only the 34 completed examples of CBT that explained the 
‘instances’, ‘responses’, and ‘impacts’ were used in the analysis of the participant responses. 
3.5.3 Distribution of the Survey 
To attain participants for the Stage 1 survey, a thorough internet search was conducted to 
compile an extensive list of CBT stakeholders, encompassing the four stakeholder groups 
pertaining to this study.  The initial sample of potential survey respondents was selected by, 
among other searching methods: reviewing previous studies on CBT (academic journal articles 
and CBT manuals that identified specific locations), which then led to further investigation into 
who the stakeholders were in those projects and locating their email addresses for survey 
distribution; through the review of government office websites in developing countries and 
sending emails to those listed with positions relevant to community development objectives; 
searching tourism affiliation organisations to distribute emails to the listing of their members;  
economic development agencies located across the globe.  A sample listing of some of the 
potential email recipients who were sent the survey and had an opportunity to participate in the 
study is provided in Appendices C.  
In summary, emails were sent to potential survey respondents, who represented the four 
stakeholder groups being assessed for this study and who therefore had the option of being a 
participant in the Stage 1 survey. The recipients of the email included the following 
classification of potential respondents: 
 Communities where CBT is acknowledged within the literature; 
 CBT operators that have been identified through the internet; 
 NGOs affiliated with CBT in various countries or on a global scale; 
 Government offices, such as Tourism Ministries, where CBT is operational within 
their region; 
 Private enterprises known for their work in consulting or assisting communities; 
 Academics who may have held various roles in CBT during research or consultancy 
projects. 
 
The aim behind the email survey distribution was to: 1) gain responses from those currently or 
previously involved in CBT; and 2) initiate snowball sampling, where email recipients who 
participated in the survey could forward the survey link onto their colleagues or, if the email 
recipient was unable to respond due to a lack relevant experience, the email recipient could 
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forward the email onto a colleague they knew was either involved in CBT or linked to a 
network of additional colleagues that could be of assistance to the study.   
The distributed email was sent out with the subject line “Input into Community-Based Tourism 
Study.” The body of the email was an introduction to the study with an explanation of the 
reason the CBT stakeholder received the email and mentioned that the attached survey was 
intended for members of stakeholder groups that were involved in a CBT initiative. A Qualtrics 
survey link was provided in the body of the email for participants to click if they were qualified 
and interested in participating in the survey. The email also explained how this study was being 
conducted on behalf of The University of Queensland School of Tourism and that it had 
received ethical clearance (Appendix A). 
After several rounds of email distribution, personalised emails were compiled to appeal to the 
recipient in an attempt to attain greater participation. The majority of personalised email 
recipients were individuals whose work in CBT was highly regarded throughout the academic 
community. This method proved beneficial as a greater response rate was achieved. 
The Stage 1 survey distribution commenced on April 30, 2013 and concluded on October 11, 
2013. During the duration of the online survey’s availability, several new email recipient 
listings were compiled through internet research to reach as many stakeholder groups as 
possible throughout the global landscape.  As evident in Appendix C, the Stage 1 potential 
survey respondent list did not focus on any certain region or stakeholder group and attempted 
to gain as much participation from various CBT stakeholders or affiliated agencies with 
contacts in the CBT process.  This was done to hopes of establishing snowball sampling, which 
will be explained in the following sub-section.  However despite the large listing and 
distribution of emails to potential survey respondents, only 29 respondents fully completed the 
survey.  The survey response rate and representation will be discussed in detail in Section 3.5.4. 
3.5.3.1 Snowball Sampling 
This technique was utilised by the researcher to encourage the initial email recipients to 
forward the email and survey onto colleagues involved with CBT initiatives, including other 
stakeholders groups involved with their representative CBT initiative. The snowball sampling 
proved most useful when email correspondence between the initial email recipient and the 
researcher involved additional contact regarding the nature of the research. 
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Snowball sampling is used when research respondents are difficult to reach due the researcher’s 
limited knowledge of formal and informal network connections affiliated with the target 
respondents (Bouma & Ling, 2004; Jennings, 2010). The technique of snowball sampling is 
dependent on the researcher establishing mutual contact with one member of the target research 
respondent cohort and that member providing additional contacts, in which the same approach 
would be applied to multiple respondents, thus initiating exponential responses until all the 
target respondents have been contacted (Jennings, 2010). Snowball sampling is a type of non-
probability sampling, which denotes that due to the difficulty in identifying all the necessary 
respondents, the researcher must compromise and be able to accept and make do with the 
responses they are able to collect (Blaikie, 2000). 
3.5.4 Survey Response Rate and Representation 
The following sub-sections provide detail on the survey response rate and representation. 
3.5.4.1 Survey Response Rate 
In total, there were 131 participants who commenced the survey. However, there was a 66% 
dropout rate, which equates to only 44 surveys (34%) being completed. Review of the data 
indicated that 29 participants completed the entire survey by providing examples to all of the 
questions regarding the conflict themes. Among these 29 participants, five provided a second 
series of examples based on another CBT project they had been affiliated with. Only the 34 
complete series of examples were used within the NVivo analysis, meaning all respondents 
who only complied with partial answers were eliminated from the overall NVivo analysis.  
As there were only four options provided in the survey, the online survey representation of 
stakeholder groups was coded into the following four categories: 
 Community Group 
 Government 
 NGO 
 Private Enterprise 
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The geographical regions were represented by one of eight categories: 
 Australia 
 Caribbean 
 Latin America 
 Middle East & Northern Africa 
 South-East Asia 
 South Pacific 
 Sub-Saharan Africa 
 USA & Canada  
3.5.4.2 Geographical Representation of Respondents 
Figure 3.2 shows the geographical spread of the 29 respondents included in the NVivo analysis. 
As shown in Figure 3.2, stakeholder group members from South-East Asia represented slightly 
above one-third (35%) of the respondents. Due to South-East Asia having the greatest 
representation of Stage 1 survey respondents, it was determined that South-East Asia would be 
the best location to conduct face-to-face interviews, site visits, and, where accessible, case 
study research for Stage 2. Also evident in Figure 3.2 is that conflict examples came from the 
developed countries of USA, Canada, and Australia, as well as from developing countries. 
 
 
 Figure 3.2: Respondents to Online Survey by Geographical Region  
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3.5.4.3 Stakeholder Groups Represented 
As shown in Table 3.2, the Stage 1 NVivo analysis provided the most insight into the conflict 
themes from the NGO perspective, with a representation of 15 separate examples depicting the 
relationship between the conflict themes. Survey respondents affiliated with the community 
provided ten separate examples, with those from or working with the government providing 
seven examples, and respondents who were affiliated with CBT from a private enterprise 
standpoint only supplying two examples of the relationship between the conflict themes.  
Table 3.2: Stakeholder Group Representations in Stage 1 Analysis 
 
3.5.5 Qualitative Content Analysis using NVivo 
The analysis method used for both Stage 1 and 2 of this study was content analysis.  To assist 
in the content analysis, NVivo was used to organise the data in an easily accessible format. 
NVivo is a data organisational tool that allows the user to upload data into the software and 
then code the data based on the content of the uploaded data.  Although NVivo offers the 
software user the function of searching and coding the data automatically, to ensure precision 
during the content analysis process, the data collected and uploaded for this study was coded 
manually by the researcher.  ‘Coding’ the data refers to the manual process of classifying the 
data through content analysis. Due to the large amount of data that needed analysed for Stage 
1 and particularly Stage 2, NVivo enabled the researcher to keep everything organised and 
enabled easy retrieval of documentation for review or further comparison. 
Within the software, the data is uploaded and referred to as a ‘source’.  The software allows 
for as many source documents to be uploaded as the user requires.  For Stage 1, only one source 
document was uploaded, which was the edited version of the Qualtrics Excel document.  
Although only one source document was used for Stage 1, all 34 participant responses were 
able to be viewed for coding because they were compiled on one document. For Stage 2, 23 
source documents were uploaded, each of which represented a transcript of the semi-structured 
interview. 
Stakeholder Group Total Examples
Private Enterprise 2
NGO 15
Community Group 10
Government 7
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For both stages, as the data was reviewed, excerpts from data examples were highlighted into 
‘nodes’. ‘Nodes’ are the data excerpts that are able to be classified.  Therefore, text was 
highlighted and created into a node, which then could be moved into a folder.  The folders 
contained categories that were created by the researcher as the data analysis process proceeded. 
The categories (for example, the parent category of ‘participation’) were created by the 
researcher to organise the content of the source documentation.  The use of categories enabled 
the data to be sorted into parent categories, child categories or sub-categories, which enabled 
more specificity or layers to occur in each parent category. Therefore, the analysis was 
conducted by the researcher, which involved creating categories from the content of the data 
from either the Excel document or the Stage 2 interview transcripts. 
To initiate the Stage 1 analysis, the filter questions, which included the participant’s 
representative stakeholder group, region of origin, and region of CBT example were all coded 
as nodes and then inserted into a sub-folder, for example ‘community member’ within an 
overarching folder ‘stakeholder group’.  Then three separate folders were created, each 
representing a conflict theme; ‘instances’, ‘responses’, ‘impacts’.  The nodes that went into 
these folders represented a reference to a parent, child, or sub-category. 
As an option for the output of the coding process, after a node has been classified into parent, 
child, or sub-category, the node is then considered to be a ‘reference’ within that particular 
category.  The user then has the option of aggregating the ‘references’ into the higher order 
category that includes that particular category (i.e. the total number of sub-category references 
would be added into the total for the child category, which can then be added into the total 
number of parent category references).  Another important factor with the output of the coding 
process is the total number of ‘sources’ are displayed.  This was an important feature for the 
Stage 2 analysis because in addition to seeing the total number of references each category 
received, NVivo displayed the total number of source documents those references came from.  
This was particularly relevant because one interview participant may have referenced one 
category multiple times; therefore, by seeing the total number of sources, NVivo was able to 
display the total number of participants (sources) that referenced that category. 
NVivo enables the software user to access both the data sources and data classifications or 
categories in a very simplistic manner, requiring only the click of the mouse.  All of the data 
sources and classifications or categories are always listed on the left side of the screen.  For 
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comparison purposes or to review what nodes have been classified or categories have been 
created by the software user, a split screen option is available. 
An important feature of NVivo that was particularly applicable to this study is related to being 
able to classify a single node multiple times into multiple folders and/ or multiple categories.  
3.5.5.1 Qualitative Content Analysis 
Once the initial email survey response date passed, the data was assessed and categorised 
according to categories to give the researcher a deeper understanding of conflict management 
issues. 
Qualitative content analysis involves organising the interpretive units based on their 
classification type, which in the case of this stage of the study are qualitative email surveys. 
Interpreting the units involves the researcher creating categories based on “actions, effects of 
expressions and principles that will allow statements about the emotional and cognitive 
background, as well as about the behaviour of the communicators” (Jennings, 2010, p. 212).  
The creation of categories by the researcher during the content analysis was done manually, 
but organised using NVivo software. Categories were utilised during this stage of the data 
analysis so the researcher became familiarised with the dataset and the variations of participant 
responses that had been received. Familiarity with the dataset’s wording increased the 
researcher’s understanding of the recipients’ contextual phrasing to assist in discussion and 
understanding during Stage 2.   
After coding was completed in accordance with geographical and stakeholder group 
representations, the next step was to code the data according to the three primary research aims 
of ‘instances’, ‘responses’, and ‘impacts’. 
3.5.5.2 Analysis of Survey Responses 
Based on the 34 Stage 1 results, which included data for all the key questions comprising 
information regarding the region where the CBT example occurred, the stakeholder group the 
respondent represented, as well as descriptions of the ‘instance’, ‘response’, and ‘impact’ of 
the conflict themes, the data was initially coded in accordance to the actual response. As a 
result, the data categorisations were immense; nevertheless, they gave the researcher a much 
greater understanding of the conflict themes.  
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To analyse the categories, objective hermeneutics was adopted due to this method’s objective 
and subjective analytical methods, which was utilised in the explanation of the textual 
interactions, their consequences and interpretations (Jennings, 2010). Objective hermeneutics 
is a fundamental method used for every type of social research and involves deriving the 
meaning of text from its context to establish a more objective understanding of the data 
(Reichertz, 2002). Due to objective hermeneutics’ contextual nature, this concept was applied 
when analysing the Stage 1 data.   
Since the participants’ responses were displayed in the Excel document out of context due to 
the data being displayed within its representative conflict theme, frequently the researcher had 
to go back to the Qualtrics programs and review each individual participant’s responses within 
sequential context to gain a greater understanding of the overall depth of the response.  
Additionally, when interviewing Stage 2 participants who participated in Stage 1, objective 
hermeneutics was used to ascertain a greater understanding of the Stage 1 response, in order to 
develop a foundation to initiate the Stage 2 interviews.   
Results of data analysis for Stage 1 are presented in this study due to their importance in 
understanding the initial data that established the basis of Stage 2 questioning, the application 
of CCM, and in the exploration of conflict themes. Due to the understanding gained through 
the Stage 1 analysis, the essence of this study was able to be formulated. The conflict theme 
categories from Stage 1 represent the exploration of the conflict themes. 
The Stage 1 data analysis served four main purposes, which were: 
1. to allow the researcher to become familiar with the conflict themes and the context in 
which they arose  
2. to provide the foundation for inquiry that would be used in establishing the initial Stage 
2 interview guide, which would serve as the basis of the CCM inquiry and to become 
familiar with the conflict themes that would need to be explored with participants 
during Stage 2  
3. to become familiar with the context and conflict themes mentioned by Stage 1 
respondents, who also chose to participate in Stage 2, which would prove to be 
beneficial in establishing a connection with the participant and also save time when 
getting to know the context of the initial CBT example that would be discussed  
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4. to gain a greater understanding of the diversity in conflict themes and assess these 
across geographical regions and stakeholder groups to determine if there were any 
patterns beginning to emerge.  
Based on point 4, this data not only assisted in the Stage 2 inquiry, but also proved beneficial 
to the overall understanding of the conflict themes. It also created the need for more 
generalised, yet CBT-specific categorisations to be determined so the Stage 1 results could be 
presented in a much clearer manner. 
For each response, depending on the detail provided by the participant, the phrase, sentence, or 
paragraph was eligible to be coded multiple times. Due to the initial categorisations of the Stage 
1 data being very broad in nature and to ensure a very comprehensive listing, responses or 
segments of responses were coded in accordance with all pertinent categories. 
After the survey data was thoroughly coded and used to gain a greater understanding of the 
conflict themes in relation to CBT, stakeholder groups, and geographical location, the results 
were then finalised into categories directly related to the ‘instances’ of conflict that occurred 
during the CBT project, the action taken by stakeholder groups in ‘response’ to the instance of 
conflict, and then the ‘impact’ of the response on the CBT project. 
The Stage 1 data results are presented in Chapter 4 to guide the reader through the contributions 
of the findings to the remainder of the study. The presentation of this data illustrates the 
exploratory nature of the research and begins to explain how the results produced a much 
greater contribution to understanding conflict management during a CBT project than initially 
predicted. This is to say that while addressing the research objectives affiliated with this study, 
it became very evident that conflict management within the CBT context is a multi-faceted 
conundrum that requires a deeper understanding of the situation pertinent to each example. 
Only the summary results are reported in Chapter 4, but all of the data were considered in 
designing Stage 2. 
3.6 Stage 2 
Within this section, the process undertaken for Stage 2 of the research process will be reviewed. 
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3.6.1 Aims of Stage 2 
Aims of Stage 2: 
 Gather in-depth empirical evidence of conflict management in CBT 
 Test if this can be categorised under the themes of ‘instances’, ‘responses’, ‘impacts’ 
 Explore if relationships are linear or more complex 
 Explore characteristics heading to success or otherwise 
The second stage of the research was conducted via semi-structured qualitative interviews. To 
initiate the interview process, an interview guide was developed from the Stage 1 data. The use 
the CCM enhanced the depth of questioning and enabled richer data to be ascertained from the 
interview participants.   
3.6.2 CCM Methodology 
In order to obtain more accurate data within a qualitative study, the researcher must often be 
able to combine observations about the study environment, read and understand contextual 
documents, and be capable of speaking to interviewees in a casual, open fashion to enable the 
respondent to share disclosure (Boeije, 2002; Glaser, 1965). Utilising the combination of these 
skills aims to more fully understand the subject being researched. The researcher is gaining the 
trust of the people providing input, which is very important to the data collection of qualitative 
data, particularly when researching social issues (Boeije, 2002; Glaser, 1965). According to 
Glaser (1965), the use of the constant comparative method (CCM) as a qualitative analytical 
tool will assist researchers in honing their skillsets associated with qualitative inquiry.  
Defined within the Encyclopaedia of Evaluation (Mathison, 2005 p.81), the CCM is: 
an ideal analytic tool that each unit of data is analysed and systematically compared 
with previously collected and analysed data prior to any further data collection. 
Purposeful sampling is consistently employed in this iterative process to solicit data 
variations that exhaust all angles of a topic.  
The constant comparative analysis for qualitative research combines two predominant 
approaches to qualitative analysis, which are: 1) to convert qualitative data into a quantifiable 
form through coding; and 2) generate a theoretical contribution through the assessment of field 
notes and theoretical categories (Glaser, 1965). However, constant comparative analysis 
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utilises “the explicit coding procedure of the first approach and the style of theory development 
of the second” (Glaser, 1965, p. 437). The key benefit of constant comparative analysis as an 
analytical tool for this particular research is that it is more systematic through its coding and 
analytical procedures than offered in other qualitative analysis methods. 
The researcher has found the explanation of the CCM supplied by Boeije (2002) to be the most 
useful in understanding the principles and components of this level of analysis. In summation, 
Boeije (2002) stated that the comparison can occur in any of five manners, with no particular 
regard to order or as a necessity that all five need to be attainable, because depending on the 
study, all five may not be applicable. The five types of comparison are as follows: 1) within a 
single interview, 2) between interviews within the same group, 3) between interviews from 
different groups, 4) in pairs at the level of the couple, and 5) comparing couples. Through these 
comparisons, themes will emerge and categories will form, along with corresponding 
boundaries to the categories, summations will be made of the input, and negative input will be 
realised through the constant assessment of the data to establish or eliminate relative input 
and/or data. 
With application to this particular research, based on the listing of the five steps previously 
presented, the applicability to data analysis used in this research design was as follows. Step 
one included looking at the data from just one interview session and the data provided by one 
interview participant. This process is very similar and representative of content analysis as a 
stand-alone technique. Step two was a means to acquire more data and/or gain validity from 
the input of one respondent. This was relevant when interviewing participants from the same 
stakeholder group affiliated with the same CBT initiative. Step three was applicable when 
interviewing participants from two separate stakeholder groups that were affiliated with the 
same CBT initiative. Step four, involved grouping all the stakeholder groups for comparison. 
Therefore, in relation to this study, all community members, government, NGO, and private 
enterprise respondents were grouped for comparison. Step five included grouping all responses 
from a particular geographical region for comparison. More categories of comparison can also 
be established to continually arrange and sort the data according to emerging categories as the 
data increases. By doing this routinely, depth was added to the interview process and enabled 
a greater understanding of conflict management because deeper questions evolved and 
developed through these data sets.  
Page | 99 
 
Objective hermeneutics, as explained previously, was used to provide contextual understanding 
to the case study data. As a result, interview content was analysed based on the objective 
realisation of the social, cultural, and geographical representation of the study. In addition to 
the interview data acquired from community members, the contextual data of each site location 
was also compared between the two case study locations.  
3.6.2.1 Application of Constant Comparative Method 
The CCM was used to evolve the questioning of participants as the interview sessions 
progressed. Through this method, key fundamental questions remained for all participants; 
however, after an interview was conducted, key data were extracted and applied to a further, 
more detailed, line of questioning for the next participant. This method allowed for the 
researcher to continually pursue new avenues of insight and to attempt the connection of more 
causal relationships.  
During the semi-structured interviews of Stage 2, the CCM and line of questioning evolved on 
an interview-by-interview process and did not account for and succumb to alteration as a result 
of the interview participant’s representative stakeholder group. Through the use of the CCM, 
richer data and further insight were gained through sequential interviews, when applicable to 
the participant and their experience with CBT. 
3.6.3 Case Study Methodology 
Another component of Stage 2 was two planned case studies conducted to compare a fully 
operational, successful CBT operation to one that was still within its developing stages.  The 
case studies were relevant to collecting data on the conflict themes and also for assessing the 
progression of CBT components and development that enabled success. Also included within 
the Stage 2 data were two minor case studies that emerged from the data.  These case studies 
were chosen due to the amount of detail that was provided regarding certain CBT project 
examples and as a result of this depth, they were used to assist in explaining the 
interrelationships of the data. 
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The two planned case studies were included into the research design to acquire further primary 
data for this study. Quoting Yin (2009, p. 18):  
1) “A case study is an empirical inquiry that 
 investigates a contemporary phenomenon in depth and within its real-life context, 
especially when the boundaries between phenomenon and context are not clearly 
evident. 
2) The case study inquiry 
 copes with the technically distinctive situation in which there will be many more 
variables of interest than data points, and as one result 
 relies on multiple sources of evidence, with data needing to converge in a 
triangulating fashion, and as another result 
 benefits from the prior development of theoretical propositions to guide data 
collection and analysis.” (p. 18) 
In relation to this study, the thorough literature review provided the foundation of this research; 
however, due to the complex nature of the phenomenon being studied, linkages needed to be 
further explored.  According to Zhang and Huxham (2009, p. 191): 
Many researchers have called for rigorous case studies in international collaborative 
settings. The case study approach is useful for theory generation and is relevant for 
exploring process-oriented inquiries because it enables researchers to trace 
significant events and capture the complexity of organisational phenomena and to 
provide qualitative evidence of these. (p. 191) 
According to Laws and McLeod (2004, p. 4) “the end result of a case study can draw from 
some or all of the following: 
1. The nature of the case itself 
2. The historical background of the case 
3. The physical setting in which the case is bounded 
4. Other contexts, such as economic, political and legal, that impact upon the case 
5. Other through which the case is recognised 
6. Those informants through whom the case can be known” (p. 4) 
The investigation of conflict management within a number of CBT case studies generated a 
range of conflict ‘instances’, conflict management ‘responses’, and ‘impacts’ on the CBT 
initiatives, which as a result, addressed research objectives four and five.  
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3.6.4 Use of Stage 1 Results/ Survey Instrument Design 
The semi-structured interview guide was prepared from the results of the Stage 1 analysis. 
Through having conducted Stage 1, the dominant themes of data were implemented into the 
Stage 2 guide, which can be found in Appendix E. In addition to establishing the base for the 
questions being presented to Stage 2 participants, the Stage 1 results also provided a point of 
reference to engage participants and build conversations through having a practical knowledge 
of CBT and the conflict management process. 
During Stage 2, the researcher engaged in in-depth, semi-structured interviews. Semi-
structured interviews were chosen due to the exploratory nature of the study. The nature of 
semi-structured interviews allowed for the researcher to pursue certain areas more deeply or at 
different times during the interview process, in accordance with the participant’s response 
(Newton, 2010). During the interview process, unstructured moments of the interview can 
assist in establishing trust with the participant through the mutual exchange of sharing 
experience and knowledge (Clough & Nutbrown, 2007; Newton, 2010; Opie, 2004). Therefore, 
credibility can be attained through an apparent exchange between the researcher’s theoretical 
perspective and the interviewee’s data (Newton, 2010). 
3.6.5 Selection of Participants 
Once Stage 1 was completed, the researcher then grouped potential interviewees according to 
geography and proceeded to solidify arrangements for the site visit/interview sessions. During 
this process, emails were sent to Stage 1 participants who stated they were willing to participate 
in Stage 2. Included in these emails were a confirmation request and an inquiry about 
colleagues they believed would also be willing to participate in the interview process. After 
reviewing potential interview participants, it was determined that Malaysia provided the best 
opportunity to conduct the case studies and also to interview other participants who had 
experience with CBT projects.  
3.6.6 Selection of Two Major Case Studies 
During stage 2, two case studies were conducted in Malaysia. The first case study illustrates an 
example of a successful CBT project and the second case study is from a CBT project still in 
its developmental stage. The case studies were used to clearly depict the linear and 
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interrelationship conflict themes, along with the explanations of internal/external conflict and 
the level of success of the ‘responses’ and ‘impacts’. Through the case studies, the conflict 
themes and their pertinent categorisations were used to demonstrate a clear understanding of 
how conflict management during CBT represents an integral component to the outcome of the 
project. Therefore, by presenting a successful CBT project and a CBT project still in its 
developmental stage, the data is used to illustrate the steps necessary to assist in more 
successful outcomes through CBT. 
3.6.7 Use of Secondary Material 
In preparation for all interviews, participants were asked to send via email any documentation 
or website links they may have had that included information on either the CBT project or 
destination. This was done to attain information prior to the interviews that would assist in the 
interview process and establish additional questions to be implemented in the process. 
3.6.8 Conduct of the Interviews 
To conduct the interviews, Stage 2 participants were asked to send through documentation that 
was relevant to the CBT examples they would be describing. While reviewing the 
documentation, in addition to the CCM process, additional questions were determined that 
were specific to the CBT project, destination, or participant. Then, after reviewing the 
documentation, a time that was convenient for the participant was established to conduct the 
interview either face-to-face or via Skype, which is an online communication tool similar to a 
telephone. During the interview, notes would be taken to assist in the questioning process. The 
interviews were also recorded digitally following the agreement of participants. The digital 
recordings were then reviewed to compose the transcripts of the in-depth, semi-structured 
interviews. 
Important to note is there are 23 participant listings despite there being only 22 separate 
participants. The reason for the discrepancy is a result of one participant from Case Study 2 
being interviewed on two separate occasions. That particular participant (C3) was interviewed 
initially to gain information on the context of CBT, the community, and related conflict themes. 
However, after discovering different information and opinions provided by other interview 
participants and, on some occasions a general lack of understanding of the CBT process 
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occurring in their community despite their involvement, a second interview needed to be 
conducted with the first recipient (this was coded C7). This was done to attain additional 
information used to gather further insight into the community dynamics and its influence on 
both the conflict themes and the data being provided by the other Case Study 2 participants. 
3.6.9 Conduct of 2 Major Case Studies 
The case studies were conducted in Malaysia for two reasons: 1) the top geographical 
representation from Stage 1 was South-East Asia; and 2) the Malaysia Homestay Experience 
program won the UNWTO Ulysses Award for Innovation in Public Policy and Governance in 
2012. 
In addition to web-based secondary documentation that was gathered pre-visit, the researcher, 
on arrival on-site at each research destination, engaged in developing a comprehensive 
understanding of the contextual nature of the CBT initiative, particularly the community outlay, 
culture, and geography. During these initial observations, the researcher engaged in several 
conversations with members of the local community to gain insight into local perspectives and 
also to derive any information pertinent to the CBT initiative and/or the particular stakeholder 
group/s that were engaged by the researcher for the in-depth interview. After becoming familiar 
with the site, the researcher began the interview process. 
The successful case study, Case study 1, was visited first to gain a greater understanding of 
what to look for in Case Study 2.  Realising Case Study 1 would present less noticeable conflict, 
the objective was to hear about the struggles community members went through during 
implementation to see if Case Study 2 was experiencing any of the same ‘instances’ of conflict.  
3.6.10 Representation of Responses 
3.6.10.1 Geographical Representation 
The 23 participant listings spanned seven separate geographic regions. As shown in Table 3.3, 
the greatest representation of study participants derived from South-East Asia (12), due to the 
case studies being conducted in Malaysia.  Nine people were interviewed in the case studies 
conducted in Malaysia, one of these participants being interviewed twice. 
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             Table 3.3: Geographic Region of Stage 2 Participants 
 
3.6.10.2 Stakeholder Group Representation 
Based on the CBT projects discussed, the stakeholder group representation for these projects 
shows the participant representation as follows: the community (7), NGO (8), private (4), and 
government (4), as shown in Table 3.4. Although the majority of participants discussed projects 
from the standpoint of the same stakeholder group throughout the interview, a few participants 
had represented multiple stakeholder groups throughout their career. 
            Table 3.4: Stakeholder Group Representation 
  
3.6.11 Analysis Using NVivo 
From the 23 Stage 2 participants, there were a total of 6163 excerpt references. This total 
number of references was accumulated by adding all of the excerpt references coded within 
NVivo. Therefore, included in this total is all the data from the ‘instances’, ‘responses’, and 
Region Source 
Australia 2 
Caribbean 
 
 
Jamaica 2 
Middle East & Northern 
Africa  
 
Iran 1 
Southeast Asia 
 
 
Malaysia 12 
Sub-Saharan Africa 
 
 
Kenya 1 
 
South Africa 1 
 
Tanzania 1 
USA & Canada 
 
 
Canada 1 
  USA 2 
 
Group Sources
Community 8
Government 6
NGO 10
Private 5
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‘impacts’ conflict themes, as well as the coding of the geographic region of CBT, geographic 
region of the participant, internal/external classifications, level of success, stakeholder group, 
and the coding used to signify the application of CCM.  Table 3.5 displays the total number of 
references per Stage 2 participant. 
As per Stage 1, the coding was conducted manually, with NVivo used for data organisation.  
Many different categories emerged from Stage 2 because Stage 2 was analysed from scratch 
and the categories specifically reflect the Stage 2 data. 
   Table 3.5: Stage 2 Participants 
 
 
Participant* Nodes References
P1 61 118
N1 116 313
N2 84 147
G1 69 129
N3 89 174
N4 93 245
N5 148 315
N6 81 156
N7 201 950
C1 150 610
C2 57 96
G2 188 532
C3 68 159
C4 36 71
C5 22 34
C6 47 92
C7 55 81
G3 131 316
P2 76 139
P3 70 124
N8 153 407
P4 190 832
G4 63 123
TOTAL 2248 6163
Stage 2 Participants
*: Participants are listed in the order 
interviewed
Key: C - Community; G - Government;        
N - NGO; P - Private
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3.6.12 Case Study Write Up 
3.6.12.1 Minor Case Studies Illustrating Interrelationships 
As presented in the initial model developed in Chapter 2, ‘instances’, ‘responses’, and 
‘impacts’ appear to be linear; however, after reviewing the data and the transcripts of the semi-
structured interviews, it became very clear the result were not always linear. Therefore, when 
assessing conflict management during CBT, linear relationships between ‘instances’, 
‘responses’, and ‘impacts’ do not tell the full story. As a result, two minor case studies were 
extracted from the transcripts of the Stage 2 semi-structured interviews. Within these short case 
studies, the interrelationships are highlighted.  
3.6.12.2 The Two Major Case Studies 
To write-up the two major case studies, the transcripts from the community members were 
separated from the other interview participants and reviewed systematically to determine any 
similarities and differences.  For Case Study 1, in addition to the two community members who 
only provided data on their community’s CBT offering, there were another three interview 
participants interviewed that had experience with that particular case study, but also provided 
data on other CBT examples, as well.  For these three participants, their data relevant to the 
case study was separated from their other data.  Once all of the data from Case Study 1 was 
organised according to category, an overview of the case study was developed from the data to 
provide a context for the location and CBT product.  After establishing the context for Case 
Study 1, the data relevant to the development process undergone was then described using data 
from all five participants to explain the relevant scenarios. 
For Case Study 2, the interview process included four community members who all provided 
data only on Case Study 2; however, as previously mentioned, the community member who 
was the CBT leadership was interviewed twice due to the amount of conflicting data that was 
received during the interview process with the another participant.  Due to the language barrier, 
a translator and fellow researcher assisted in conducting the interviews with the three other 
interview participants.  In addition to translating in real-time, the translator also provided 
transcripts of the meetings.  Although a language barrier was evident, all three participants 
could speak some English, so for some questions translation was not required.   
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When writing up Case Study 2, the procedure was not nearly as straight-forward as Case Study 
1, where all of the information was consistent.  In contrast, conflict between the CBT leadership 
and the local leadership was very evident during the interview process.  Due to this conflict 
between the two participants, the data from the other two interview participants was used to 
distinguish that the CBT leadership was being sincere with her answers and the local leadership 
was using the interview as a forum to vent frustrations.  In addition to having the two neutral 
community members provide data on why the CBT project was still struggling to emerge as 
successful and to provide input on the conflict themes, it was also very evident upon review of 
the local leadership’s transcript that many of his responses conflicted with other responses he 
provided, reducing his credibility.  Due to this noticeable conflict, the CBT leadership was 
interviewed a second time to provide further insight into how division between the two 
leaderships is hurting both the CBT initiative and the community members.  The write-up 
depicted the information that was able to be verified and validated by multiple participants 
within that case study. 
3.7 Validation of the Research  
Qualitative research aims for credibility, trustworthiness, and dependability, which will be 
reviewed within this section, 
3.7.1 Credibility 
Instead of using the term ‘validation’, Eisner (1991) discussed ‘credibility’ in qualitative 
research.  To demonstrate credibility, the researcher compiles enough data to feel confident 
and to derive a compelling outcome (Eisner, 1991). Credibility involves having the results 
depict an accurate representation of the participants’ meaning (Creswell, 2007).   This study 
was determined credible by the researcher after saturation of the data repeatedly occurred.  This 
was further evident through the use of the CCM, which enabled the researcher to continually 
attempt to derive richer data from participants.  However, even through the application of the 
CCM, saturation was evident both within the data and the initial interpretations of the results.   
To further demonstrate the credibility of this study, due to the semi-structured nature of the 
interviews, frequently discussion topics would be revisited with interview participants, during 
this time the researcher would recount what the participants was previously explaining to 
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ensure the meaning of the participant’s contribution was understood.  Once it was established 
there was no disparity between the researcher and the participant, the researcher would 
continue on with another related question, which enabled to participant to expand on their 
original contribution.  This technique ensured both parties were clear on what the other was 
asking and/ or responding. 
3.7.2 Trustworthiness 
The criteria for judging quality is called the ‘parallel criteria’ because it parallels the ‘rigor 
criteria’ used within the conventional paradigm for many years (Guba & Lincoln 1989). The 
parallel criteria is also referred to as ‘trustworthiness’.  To determine the ‘trustworthiness’ of 
this study by ensuring the results were transferable between the researcher and those being 
studied, thick description was required (Creswell, 2007; Guba & Lincoln, 1989).  Therefore, 
to ensure trustworthiness, during the interview process, the researcher continued to inquire 
about the topics being discussed by the participants until their dialogue began to address other 
pertinent research topics.  When pertinent, the researcher would be sure to note topics that were 
only scantly addressed by the participant and would then readdress these topics once dialogue 
had paused or ceased to demonstrate a continual flow. 
3.7.3 Dependability 
Instead of ‘reliability’, the qualitative researcher must acknowledge ‘dependability’, that is that 
the results are subject to change and instability (Creswell, 2007; Guba & Lincoln, 1989).  Due 
to the data obtained being relevant to the participants’ experience with particular CBT projects 
at the moment of the interview, it us understood by the researcher that certain perspectives of 
the participants will evolve over time as the CBT projects incur more ‘instances’, ‘responses’, 
and ‘impacts’ related to conflict. The dependability of a study should be established through 
the auditing of the research process (Creswell, 2007; Guba & Lincoln, 1989).  The research 
process of this study received ethical clearance and was continually audited by the researcher 
throughout the data collection process to ensure continual depth in the results due to the CCM. 
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3.8 Ethical Clearance 
For this study, ethical clearance was received prior to the conduct of both Stage 1 and Stage 2 
(Appendix A and D).  The entire online survey was provided for Stage 1 ethical clearance 
(Appendix B).  For Stage 2, the initial qualitative interview guide, as derived from the Stage 1 
results, was provided as the basis from which the Stage 2 questioning would be initiated prior 
to the evolution of the questioning as a result of the CCM (Appendix E). 
3.9 Summary of the Methodology 
This chapter has explained the process involved with Stage 1 and Stage 2 of the research design 
of this chapter.  The following chapter will present the results derived from both stages, with 
more emphasis of the Stage 2 results due to their depth in exploring the conflict themes. Two 
‘minor’ case studies will also be presented to clearly illustrate practical examples of where 
interrelationships of the conflict themes are found within the conflict management process. 
Additionally, two Malaysian CBT ‘major’ case studies will also be presented to demonstrate 
the difference between a successful CBT development and one that is still in the developmental 
stage.  The inclusion of the major case studies is to provide data and insight into how CBT 
projects can be more successful. 
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4.0 Results 
4.1 Introduction 
This chapter presents the results from Stages 1 and 2. Stage 1 results are reviewed briefly to 
demonstrate the categories that emerged from the online survey that were used as the basis for 
the interview guide.  For Stage 2, ‘instances’, ‘responses’, and ‘impacts’ each have their own 
sections where tables are displayed to demonstrate all the categories that emerged from the in-
depth interviews. For each of the three conflict themes, the top four categories are presented 
along with their subcategories to illustrate the richness of the data. Additionally, the fifth 
through seventh ranked categories are presented in summary. The minor case studies are then 
presented to illustrate the interrelationships of the conflict themes from practical examples. 
Finally the two major case studies are presented to illustrate a successful example of CBT, and 
a CBT project that is still evolving. 
4.2 Stage 1 
As explained in the Methodology, summaries are presented for the Stage 1 results to display 
the categories that emerged across ‘instances’, ‘responses’ and ‘impacts’, and the total number 
of times each category was referenced in the 34 survey responses. 
4.2.1 Stage 1 - Instances 
In total, there were 23 separate parent categories of ‘instances’ of conflict that emerged within 
the survey responses (Table 4.1). Tied for the most prolific instance were the ‘conflicting 
interests’ between two or more of the stakeholder groups involved in the CBT project and 
‘resource management.’ Both categories had 16 references; however, within resource 
management there were two child categories, which were ‘cultural resource management’ and 
‘natural resource management,’ each being specifically detailed within the respondent’s 
example. These two child categories were aggregated into the overarching (parent category) 
resource management total number of references. Tied for the third most referenced instance 
of conflict were ‘environmental management’ and ‘project management.’  
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       Table 4.1: Stage 1 – Instances of Conflict 
 
4.2.2 Stage 1 - Responses 
In total, there were 24 categories of ‘responses’ to conflict provided by the survey respondents 
(Table 4.2). The most common response from the Stage 1 data, with eight references, was to 
‘establish stronger communication between stakeholder groups.’ Three categorisations had 
seven references. These were ‘to advocate an environmental initiative’, ‘build a support system 
with other stakeholder groups’, and ‘to stop working with another stakeholder group’. The fifth 
most common response, with six references, was to ‘educate another stakeholder group’. The 
last categorisation to receive five or more references was ‘failed to provide assertive 
leadership’, which refers more to a lack of response from the survey respondents’ respective 
stakeholder group or another stakeholder group that was addressed within the respondents’ 
example.  
Instances References
Conflicting Interests 16
Resource Management 16
Environmental Management 11
Project Management 11
Capacity Building 8
Community Opposition 8
Planning 8
Industrial Presence 7
Education or Skill Deficiency 6
Valuation 6
Communication 5
Community Involvement 5
Tourism Opposition 5
Governance 4
Power Relations 4
Project Implementation 3
Empowerment 2
Leadership 2
Pollution Control 2
Funding 1
Human Rights 1
Social Dilemmas 1
Trust Issues 1
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   Table 4.2: Stage 1 – Responses to Conflict 
 
4.2.3 Stage 1 – Impacts 
There were 26 ‘impact’ parent categories identified within the data, as displayed in Table 4.3. 
The top two categories, tied at 18, are ‘minimal to no impact towards conflict resolution’ and 
‘tourism development has slowed or stopped’. Based on both of these categories’ titles and the 
examples and/or excerpts included within, it is evident that many of examples of CBT provided 
in the 34 survey responses provided a neutral or unsuccessful response to conflict.  
As will be discussed in the Stage 2 results and the Discussion, the semi-structured interviews 
produced a greater representation of successful ‘responses’ and/or ‘impacts’. This is possibly 
due to the negative connotation of the word ‘conflict.’ Although explained within the survey 
(Appendix B), conflict should not necessarily be considered negatively. Therefore, it is 
believed most respondents initially interpreted conflict as negative. Also, the high reference 
Responses References
Attempt to establish stronger communication between stakeholder groups 8
Advocate an environmental initiative 7
Build support system with other stakeholder groups 7
Stop working with another stakeholder group 7
Educate another stakeholder group 6
Failed to provide assertive leadership 5
Allow another stakeholder group to increase their capacity within the project 4
Provide services to establish independent capacity 4
Attempt to gain political favour 3
Encourage other stakeholder groups to reassess benefits 3
Enforce current policy 3
Halt project operations 3
Influenced another stakeholder group to follow their lead 3
Institute public forum measures to get input 3
Stakeholder group becomes more empowered 3
Stakeholder group reluctant to engage in the project 3
Followed the lead of another stakeholder group 2
Physical violence 2
Advocate a new policy initiative 1
Advocate a new pricing scheme 1
Continual reinforcement of project parameters 1
Failure to engage the community 1
Organize an interest group 1
Simplify project parameters 1
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counts for these top two categories can be attributed to the generally low success rate of CBT 
projects, as explained within the literature review. 
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Impacts References
Minimal to no impact towards conflict resolution 18
Tourism development has slowed or stopped 18
Community developed capacity for CBT operations 13
Additional stakeholder groups have withdrawn interest or become less confident 12
Established new partnerships within the tourism industry 11
Collaboration between affiliated stakeholder groups resulted in a positive outcome 10
The CBT experience made the stakeholder group understand areas where they need improvement 10
Community needs are still present 9
Created more tourism awareness within the community 9
Community remains distant from the development 8
Stakeholder group gained valuable experience for future projects 8
Community developed a 'voice' to contribute their opinion 7
Stakeholder group became frustrated from the lack of interest 6
Institute a framework for support services 5
Financial implications for the development 5
Stakeholder group increased communication 5
Opposing stakeholder group was not receptive to the exchange of productive dialogue 4
The CBT initiative eventually occurred 4
Mitigated the presence of a competing industry 3
Competing industry has gained accepted prominence 3
Resolution occurred and development proceeded due to financial contribution 3
Stakeholder group in supervisory role continued to lead for productive outcomes 3
Attained a more beneficial pricing sequence 2
Minor initiatives were implemted as result 2
Too early to determine the impact - response is unable to be measured at this point 2
Complete organisational restructuring had to occur for progress to be made 1
Table 4.3: Stage 1 – Impacts of Conflict 
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4.3 Benefits of Stage 1 
Stage 1 involved a qualitative worldwide email survey to gain specific examples of the 
‘instances’, ‘responses’, and ‘impacts’ of conflict during CBT initiatives as described by CBT 
stakeholders from across the globe. Stage 1 was conducted to determine how the participants 
responded to the linear progression of the ‘conflict themes’ and to ensure this approach was a 
sound means to assess conflict management, which it was determined to be because all of the 
participants demonstrated an understanding of sequence by providing responses to the 
questions that fit in accordance to the ‘conflict theme’ sequence.   
During Stage 1, participants were asked to describe a CBT example that involved an ‘instance’ 
of conflict and to provide the ‘response’ and ‘impact’ that occurred during a linear progression 
of the ‘conflict themes’. As a result, the categories were quite broad. The data from Stage 1 
was then uploaded into NVivo and content analysis was used to categorise the data. The 
emergent themes from the Stage 1 results were then used in the creation of the Stage 2 semi-
structured interview guide. The Stage 1 survey also assisted in identifying the initial Stage 2 
participants.  The 34 completed surveys achieved these results, which provided the necessary 
components for Stage 2 to proceed. 
4.4 Stage 2 - Instances of Conflict 
4.4.1 Introduction 
In total, there were 25 ‘instances’ of conflict parent categories established through the analysis 
of the Stage 2 results (Table 4.4). To focus on the key findings, the top seven ranked ‘instances’ 
will be presented in this section. To support the discussion, tables are provided for all seven 
parent categories. Each table includes the total number of ‘references’ found in the interviews 
across the parent, child, and/or sub-categories. In addition, it is also important to review the 
sources column, as this refers to the number of participants that mentioned that type of instance 
of conflict. Furthermore the discussion of the top four parent categories includes the rich detail 
associated with the child categories. Throughout the section, quotations are provided to 
illustrate and support the categories discussed. 
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  Table 4.4: Stage 2 - Instances of Conflict 
 
4.4.2 Project Implementation 
The category of project implementation refers to conflict that occurred while trying to initiate 
or expand CBT operations. As shown in Table 4.5, there are six child categories representing 
various scenarios that create conflict during project implementation. Prior to providing quotes 
specific to the child categories and where relevant, sub-categories, a variety of project 
implementation-related conflict examples are provided to demonstrate the scope of ‘instances’ 
that occur while implementing CBT.  
Parent Category Sources References
Project Implementation 17 114
Benefits 14 76
Participation 14 74
Stakeholder Opposition 18 64
Human Resource Management 12 54
Environmental 14 50
Collaboration 17 47
Education 17 44
Capacity Building 14 43
Leadership 10 36
Infrastructure 10 34
Government 11 31
Trust 11 28
Funding 12 24
Wildlife 5 21
Values - Cultural 11 20
Financial 8 19
Visitation 8 19
Policy 9 18
Communication 7 13
Marketing 6 13
Safety Issues 6 9
Regulation 5 9
Corruption 6 8
Empowement 5 7
TOTAL 875
Page | 117 
 
Table 4.5: Instance – Project Implementation 
 
Examples of how project implementation is associated with conflict due to the time it takes to 
implement and the necessary conditions needed to meet tourist standards are provided in the 
following two quotes from a government official (G3), which demonstrate very different 
conflict-causing issues: 1) Regarding the time it takes to implement a CBT project that 
demonstrates benefits to the community, “sometimes the development is quite slow, up to 20 
years,” which can lead to frustration and other conflict issues among community members; 2) 
From a regulation standpoint, to ensure tourists receive an appropriate tourist offering, “the 
homestays need to be up to international standards,” which requires education and training for 
the community members, who may be unaware of what the tourists expect.   
This was further evident through statements made by other interview participants. N1 
mentioned that during the developmental stage, “Prior to being trained, the community would 
just say ‘Ok, that’s what we’ll go with,’ but it was very ad-hoc, it was not a proper plan.” P4 
mentioned the educational level of the community members while trying to implement CBT 
by stating, “Some of the community’s members never attended schools; therefore, when it 
comes to convince them the way forward [or] bringing an alternative way of improving their 
livelihood, there is a lot to be done.” 
From an external standpoint, N2 discussed how inappropriate or under-qualified facilitators 
hindered the CBT development process by creating additional conflict due to their mismatch 
with communities in need of an experienced professional who understood the internal 
dynamics of the community and the political and social environment they were involved with. 
N2 stated, “Over thirty years, many consultants from western cultures come into certain 
Sources References
Project Implementation 17 114
Initiating a project 14 42
Divide within the community about how to proceed towards future aspirations 9 21
Poor planning 7 10
Attaining accurate and sufficient data - due diligence on research 2 3
Having a proper consultancy team on site 1 2
Misunderstanding of how tourism develops 11 25
Not familiar with the importance of networks 2 4
Traditional customs influence proposed or possible development 3 3
Developing a model that works for the entire community 9 23
Feasibility 9 12
Certification 4 4
Must align with international standards 3 3
Unrealistic expectations 3 3
Parent/ Child/ Sub - Categories
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environments who were just very inappropriate for the project because they did not understand 
the needs of the community or culture.” Also presented within the findings is evidence of how 
when the CBT process does not function in accordance with the community’s needs, many 
community members will withdraw from the process and become hesitant to become involved 
in future projects. 
P2 commented on how differing opinions from external influences can influence the CBT 
product being offered and confuse community members on the approach they should take to 
ensure the cultural and financial benefits of CBT are achieved. Additionally, although P2 
encouraged networks with other external service providers to assist in exposure, he found that 
conflict occurred due to the different ideas of how the community should proceed with the 
operations. The following quote depicts the conflict instances discussed within this paragraph:  
In the past, in one area, when looking at the village, we wanted to revive the dying 
culture of the village through the cultural aspects of the dance and so forth and also 
wanted to use their boats which would be beneficial to them. Was hoping to maintain 
the skill level of the people and revive the culture of the community. I asked them 
to make their own handicrafts. I asked the villagers to just keep the crafts on the wall 
for the tourists to buy. I wanted them to be able to open up their doors to any 
company. However, other companies wanted them to commercialise the business 
more and started to buy the handicrafts and then push the products to sale, instead 
of just being their naturally friendly selves.  
4.4.2.1 Initiating a Project 
This child category includes references related to ‘instances’ of conflict associated with 
initiating a CBT project. Within this category, ‘instances’ based on conflict between 
community groups, with other stakeholder groups, or from a general lack of capacity and 
knowledge from within the community  can all hinder the CBT process. Simply stated, N2 said, 
“Project design flawed equals no success.” N8 added how capacity influences the initiation of 
a project by stating, “Industries the locals participated in previously included fishing and 
farming and so forth. So, since they do not have the capacity, it has been very difficult for them 
to get involved further although they are interested.” 
During the initiation of a project, there is often divide within the community about how to 
proceed. Concerning issues within the community, G2 stated: 
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So this created a lot of conflict within the community and hostility was very evident 
during the meetings, as one group did not want bothered with investing and trying 
to start a business, whereas the other one wanted to expand their capabilities and 
capitalise on the demand that already existed.  
Poor planning also creates conflict when initiating a project. N4 explained how “most 
communities in general don’t typically have a process in place prior to tourism starting.” Also 
in regards to poor planning, N8 stated “Many approaches go fast and hard, but these fail. You 
need stewardship and adaptation; however, many of these issues take a significant amount of 
time to implement.”   
4.4.2.2 Misunderstanding of How Tourism Develops 
Due to unfamiliarity with tourism and the lack of capacity and education when it comes to 
implementing CBT, many community members have a misunderstanding of how tourism 
develops, which creates ‘instances’ of conflict.  As stated by G2 “Starting it is very easy, but 
how do you sustain it and where you do put partnership?” C2 also explained how community 
members were initially reluctant “because they could not see or understand the results or the 
economic benefits” 
As mentioned by several participants, many community members believe they should receive 
benefits by simply having a tourist attraction within their village. G3 stated “Often the 
communities believe that if they do the homestay program, they will get the visitors without 
doing marketing or promotion.”  
A sub-category referencing how conflict derives from the misunderstanding of tourism 
development is based on not realising the importance of networks. G2 explained: 
When tourists come to stay with the indigenous, they never try to package the other 
attractions; they only try to sell their own culture, as if the surrounding areas have 
nothing, but people want to get involved with the other attractions, so this is where 
they regard their neighbour as not being part of that tourism system. 
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4.4.2.3 Developing a Model that Works for the Entire Community 
Developing a model that works for the entire community is often an instance of conflict during 
product implementation. Providing an example from the USA & Canada region, N4 provided 
the following example of conflict centred on a town that had two separate ideas about tourism 
development: 
The community that had approached us – had a chamber of commerce who wanted 
to promote their tourism identity as upscale, heritage tourism, small town life, good 
wine, inns with spas, upscale jewels and spa. Alongside them, they had a beach 
culture, other businesses were started to accommodate the locals who couldn’t 
facilitate the upscale facilities. Had a bar that was built in the middle of town that 
offered a different type of experience compared to the upscale. There was a problem 
then about the identity of the town and what the tourism product would be and it got 
to the point where they had, in a town of 4000 people, two tourism bureaus, two 
chambers of commerce. They weren’t talking to each other. There was a lot of 
tension in the town. Had two community meetings. Had completely different ideas 
on what the tourist should spend. The whole town was in jeopardy.  
4.4.2.4 Feasibility 
The feasibility of CBT development can also be an instance of conflict during product 
implementation. P1 provided an example illustrating how conflict can arise when multiple 
parties are involved by stating “environmental studies have shown that it would not be feasible 
– however, other studies have shown it would be feasible.” N2 provided an example of poor 
planning that affected the feasibility of a community development initiative:  
…the village wanted to do pots, but nobody thought about the energy to run the 
kilns, very insular thinking, nobody thought about how it linked up to the power, a 
holistic view was not taken, also no private sector linkage was there who could 
provide access to market.   
4.4.2.5 Certification 
Certification for CBT projects is useful as a promotional tool and to accredit the CBT 
development as being qualified under set standards. During project implementation, 
certification is a requirement for some developments, while in other locations it is merely a 
means of product differentiation. As mentioned by G3, “the homestays need to be up to 
Page | 121 
 
international standards.” P2 added, “When talking about the homestay program – they want 
the travel agency to promote them, but they were not really into cleanliness.” Additionally, N7 
discussed how “Still to this day, the conflict goes on, as they are not certified and the 
community wants restoration but they do not give in.” 
4.4.2.6 Unrealistic Expectations 
During project implementation, unrealistic expectations regarding the amount of time required 
for CBT development or expected visitation can be the cause of conflict ‘instances’. As 
mentioned by P4, “People have the mentality that once you start something, you start bearing 
fruits on the spot. Lack of perseverance and patience.” Also, as discussed by G2:  
The UNDP says the period that it takes to turn it over to the community is five years. 
For tourism, it just doesn’t work. It’s highly skilled hospitality line; it’s about 
mindset and special skills. You need to be very patient.  
4.4.3 Benefits 
Table 4.6 displays the number of references assigned to the benefits parent category, along 
with its relative child and sub-categories. Following the presentation of the ‘Benefits’ table, 
excerpts and an explanation of the conflict ‘instances’ related to benefits will be provided in 
conjunction with their representative child and sub-categories. Within this sub-section, a 
significant amount of detail is provided, in comparison to most other sub-sections, due to this 
sub-section’s data having a significant and important influence on the Discussion chapter and 
the contributions of this research. As a result, many of the findings within this sub-section have 
influenced insight into the community’s reception of the benefits from CBT, which is a major 
premise for the initiation of CBT into an area. 
Table 4.6: Instance – Benefits 
 
Sources References
Benefits 14 76
Benefit Dispursal 13 56
Misunderstanding of the benefits 10 22
Communities wanting benefits without putting in the work 5 15
Community members participating for governmental payout - not tourism development 3 7
Government giving out benefits without instilling a support system 2 3
Not recieving the benefits of tourism 5 10
Parent/ Child/ Sub - Categories
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Concerning benefits as an ‘instance’ of conflict, P1 stated “conflict comes in from the point of 
initiation, from certain groups benefiting and others not benefiting.” This excerpt provided the 
foundation for understanding the dynamics involved with CBT projects. As mentioned in the 
Literature Review chapter, depending on the definition of CBT adhered to, the common 
denominator is in the entire community or, at least, certain members of the community 
obtaining benefits from the installation of tourism into the community that adheres to the 
cultural and natural attributes of the community and surrounding region. 
A key excerpt provided by N3, who was describing a developed country example from the 
USA. N3 stated: 
… believe that a living wage is double that of the minimum wage. The company 
will argue that they are giving the employees added benefits, which then equals out 
to more than double; however, the employee does not have the right to choose. 
This is an important finding due its reference to a ‘living wage’ in a developed country, which 
is such an important factor across the globe.  
4.4.3.1 Benefit Disbursal 
During the coding process, four separate sub-categories were established to distinguish 
specificity among these ‘instances’ of conflict related to the disbursal of benefits. C3 made this 
declaration about benefit disbursal as an ‘instance’ of conflict during CBT:  
This occurs during a function within the village or whatever. However, conflict 
arises because many of the community members are interested in receiving more 
money, without taking into account the money it costs to hold the function, 
concerning supplies and so forth. The community does not try to understand these 
aspects.  
4.4.3.1.1 Misunderstanding of the benefits 
Through the number of references, it was very clear that many communities or community 
members misunderstood the benefits of CBT. C3 described how the majority of community 
members do not understand the benefits of CBT by providing the following statement: 
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They don’t realise the importance of the residual effects of tourism and how they 
are profiting from the tourists coming to the village to visit the longhouses and then 
buying drinks or crafts or whatever from within the village or at the information 
centre. They don’t get the business side of it all or understand that they need to sell 
products.  
To further this point, P1 mentioned how community members were “not realistic about job 
creation and advantages for the community.”  
Another point to be addressed within this sub-category is associated with community members 
believing they should be receiving greater economic benefits from current CBT activities, 
which was discussed previously. A key factor in community members not understanding the 
amount of benefits they should be receiving is based on a lack of education concerning the 
costs associated with CBT and the disbursement of the money received from visitors.  
4.4.3.1.2 Communities wanting benefits without putting in the work 
C3 summed up this sub-category by stating the following about her CBT project, “it is a part- 
time business; it cannot be full-time if they are not willing to put in the effort.” Concerning 
community members wanting more benefits without contributing, C1 stated “conflict comes in 
because they (community members) believe that it is not ever enough. Someone believes they 
should be earning more. Often this can be someone who was not there for the entire process, 
but tried to come in later.” 
Another perspective to this sub-category relates to how communities do what is necessary to 
receive certification for their homestay program or to establish a CBT product, but then 
discontinue their efforts once they believe they have done enough work to attract visitation. To 
further this point, in reference to the Malaysian homestay program, G2 stated: 
Most of the communities go through the training and do what they are supposed to 
do for the first year or two, but then they become complacent. After becoming 
complacent, quality, safety, and the actual experience suffer. There may only be 
10% of the homestays doing it the right way, while the other 90% may be in 
shambles. They are still in it because of the assistance given to them by the 
government agencies.  
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4.4.3.1.3 Community members participating for governmental payout – not tourism 
development 
As a catalyst to assist in CBT, select governments have instilled training programs to educate 
and build capacity within the community so they can become more empowered and 
independent in the process. Although the concept is noble, many community members attend 
these training programs simply to receive payment for their attendance. G2 stated: 
 …some of them are getting paid to sit there. The one program pays 100 ringgit 
(Malaysian) a day to attend, so he will bring his wife, three kids and so forth. Then 
they will stay for a week, which equates to a month or two of salary, but they do not 
get anything out of it.  
4.4.3.1.4 Government giving out benefits without instilling a support system 
When discussing an example where the government was giving out benefits without 
implementing a support system, G2 provided input into this sub-category by stating: 
The Ministry (of Tourism, Malaysia) has a scheme where the homestay gets 5000 
ringgits for each registered homestay to make improvements. Then these people will 
register because they want the handouts for themselves, not necessarily for tourism. 
This becomes a dependency trap; they look at the handout as money given to them 
by the government but it’s not based on performance, as they don’t continue to do 
what is necessary and as a result bring in low tourist numbers.  
G2 then went on to add that “loans will be given out and not put to good use and then, when 
they (communities or community members) have to pay back, they are still not getting any 
tourists.” 
4.4.3.2 Not Receiving the Benefits of Tourism 
As an example concerning a community not receiving the benefits of tourism, G2 provided a 
different perspective on this topic. He stated: 
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One group will always believe that CBT is not the way, believe they should be doing 
it in a different business model and let the private sector lead or drive it while they 
hang on, so they do not believe in empowerment or in equal distribution, they just 
believe that there is a demand for this type of tourism but community does not have 
to own or manage it. They just get the benefits of bringing tourists there.   
4.4.4 Participation 
Participation as an ‘instance’ of conflict refers to the involvement of community members 
during the CBT process. As shown in Table 4.7, four child categories were established to 
classify different aspects of participation that result in conflict.  
As stated by P1, “community involvement has been flagged as a significant level of conflict.” 
Discussing participation from Case Study 2, C3 stated “It’s about 50/50 when coming down to 
who wants involved.” However, as described by G3 “the village as a whole, needs to be 
involved, so many of the homestay operators just do it on their own, until the rest of the village 
wants to get involved.” N8 mentioned, “Other instances have to deal with those who make 
decisions without consulting the local community.”   
 
          Table 4.7: Instance – Participation 
 
4.4.4.1 Feelings of Exclusion 
The ‘Feelings of exclusion’ child category refers to when community members feel they are 
being excluded in the CBT development process. The feelings of exclusion can be the result of 
other community members or external stakeholder groups not including them in the process. 
Also, due to education and capacity levels, dominant community members groups will exclude 
other community members because they do not feel they share a common vision or because 
they do not believe they have the skillset of knowledge to contribute to their agenda.   
Sources References
Participation 14 74
Feelings of exclusion 10 23
Cultural differences impact progress 7 17
Ensure communities desire CBT 5 10
Opposing community group was not providing input 5 9
Parent/ Child Categories
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Providing an example from a South-East Asian country, N8 mentioned how “In Sabah, the 
community members who did not possess any legal documentation to identify themselves, they 
are marginalised do not have basic access to education or basic amenities.” G2 added how 
“Because of that, they forget that the people being asked to start the homestay are usually 
marginalised, normally impoverished, and with low morale and self-esteem and for them to be 
transformed into businessmen.” 
Providing an example from a community meeting, N5 stated how the community members 
were being excluded from the developmental process. She stated:  
… was facing a political conflict because the community did not support the current 
government, and in Jamaica, they are very tribal in their politics. Since this 
community did not vote for the Member of Parliament, they are then ignored. Three 
men who are members of the ruling political party, they have commandeered the 
community centre and the MP helped the community put the centre in a less 
deplorable condition. They now feel as though they have the right to keep out certain 
members of the community or to charge them to use the space. The space belongs 
to {Non-Profit} organisation, but they don’t care much about the legalities…  
4.4.4.2 Cultural Differences Impact Progress 
This child category includes references to how cultural differences influence progress due to 
conflict arising as a result of different value systems and ideas that vary based on the values 
and attributes certain community groups espouse, as compared to other stakeholder groups. 
As an overview to this classification of conflict, G2 provided an example from a particular 
community example: 
 
Going back to {Malaysian village}, the conflict goes back from long before CBT 
was trying to be implemented – people imagine these villages as being homogenous 
and very cohesive, but in actual fact not every village is this; there are often groups 
who just don’t agree amongst themselves. This then carries on when they attempt 
CBT and this becomes difficult to eradicate due to the friction between them.  
Another example within this child category involves a community not accepting an outsider’s 
assistance (N5), despite her connection to the community, because they believed as an outsider, 
she was not as invested in the overall benefits to the village. However, it is important to point 
out that N5 did have a deep heritage connection to this community; but, because the community 
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did not view her as a member of the community, her participation was questioned. N5 stated 
“Conflict existed there because they saw me as an outsider, as though there was no connection 
to the community, very hard to penetrate.” 
4.4.4.3 Ensure Communities Desire CBT 
An important aspect to attaining community participation in CBT development is to ensure 
communities actually desire CBT; otherwise many conflict issues can arise. As stated by G2, 
“Also, you got to make sure that communities want to engage in CBT… Oftentimes it is pushed 
down their throat.” P4 also added “Courtesy—majority of people are forced to do something, 
rather than doing it willingly… pushed… hanging.” 
4.4.4.4 Opposing Community Group was not Providing Input 
As another ‘instance’ of conflict derived from participation, when feeling excluded or that their 
opinion is not appreciated or their efforts will not be considered in the CBT product, 
community members who oppose the proposed CBT development initiatives will not involve 
themselves in the community meeting or forums, and as a result, do not provide input, which 
creates several ‘instances’ of conflict. 
As stated by N4 regarding the participation of the community in the CBT process, “they (NGO) 
felt like they had done their job and that the community was just not being involved in the 
process.” Additionally, as mentioned by P4, “when it comes to the monthly contribution, there 
are groups of people who arise to oppose. This leads to the withdrawal of members from the 
group.” 
N8 provided an example where “The operations are thriving, but they (foreigners) are using 
the resources, which should be beneficial for the local community and their product.” Despite 
the success of CBT in the region, the locals felt very left out of the process and as though they 
were getting exploited. Owing to this impression, N8 explained “The biggest issue was giving 
the people the opportunity to get involved with the policy. Many of the people, though, did not 
want to get involved.” 
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4.4.5 Stakeholder Opposition 
Concerning stakeholder opposition, within the parent category, several excerpts are provided 
to demonstrate the opposition of the community to the development of CBT. The categorical 
references linked to stakeholder opposition are then presented in Table 4.8. Sub-sections are 
then provided to review the detail affiliated with the child categories. 
Table 4.8: Instance –Stakeholder Opposition 
 
G2 discussed internal conflict during the attempted implementation of CBT. 
They have conflicts internally from within the community and also with other stakeholders and 
they have tried to establish tourism cooperatives, which from his other case studies, would be 
the best foundation for social cohesion and transparency, but it didn’t work.  (G2) 
Attained from the community leader during Case Study 2, this quote assists in demonstrating 
the conflict that is occurring internally within the community due to the homestay program 
being offered in two locations. C4 stated: 
I don’t want to join this program. Homestay program is managed by individuals not 
under kampung16 at all. Most of the homestays are located outside the kampung. 
There are only two houses registered as homestay. However, this program is not 
under this kampung. None of the kampung business but the homestay operators.  
4.4.5.1 Community Split over Developmental Approach 
Two separate quotes are presented to illustrate the diversity in the context related to when 
community groups are split over the developmental approach they want to implement. 
                                                 
16 In Malaysia, ‘kampung’ refers to a village. 
Sources References
Stakeholder Opposition 18 64
Community split over developmental approach 13 26
As a result of prolonged or historical conflict 4 5
Internal conflict has expanded into conflict with external stakeholders 3 5
Thoughts of favouritism 2 4
Parent/ Child Categories
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When discussing how to implement CBT in a local village where a tour operator was willing 
to assist the community by letting them operate their own attractions, G2 stated: 
Two main groups dominating the community, one wanting to do it the traditional 
CBT approach, with everybody decides and comes to a consensus, with it all being 
bottom up; with the other group, one woman will decide what is best for the group.  
P3 mentioned about the conflict that arose due to the community being split over the business 
model they wanted to market. “Conflict between those who want to develop it as a more serene 
experience and those that want to develop it as a party town.” 
4.4.5.2 As a Result of Prolonged or Historical Conflict 
Based on a history of conflict ‘instances’ between two or more stakeholder groups, the quotes 
within this child category refer to ongoing conflict ‘instances’. As described by P1, “Tribal 
communities have a history of conflict—need to be mindful of these dynamics.” G4 stated how 
during the initial CBT development, the project failed. “During the planning stage, they had 
the opportunity but there were challenges due to disagreements between the management for 
protected areas and the local indigenous.” Whereas, N7 discussed the conflict that arose due to 
years of major corporations exploiting the land and communities for their own profit. “There 
was conflict between the big boys (corporations) and the communities as they were not part of 
the communities, but were trying to profit off the land.” 
4.4.5.3 Thoughts of Favouritism 
As an example detailing favouritism, G2 elaborated about claims certain communities were 
receiving marketing support from the government and not others. An excerpt from this example 
was as follows: 
The other homestays in the country have associations at the state level and they were 
complaining that {CBT pioneer} was showing favouritism and that only particular 
homestays were getting business. So that created another line of divide or conflict.  
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4.4.6 Human Resource Management 
As shown in Table 4.9, the total number of sources and references for the parent and child 
categories related to human resource management are presented. As previously mentioned, the 
fifth through seventh top referenced categories will only be briefly discussed. 
  Table 4.9: Instance - Human Resource Management 
 
From the viewpoint of a government stakeholder, G3 mentioned how conflict arises during 
collaboration due to “many of the villages believe it is the role of the government; however, 
they are only there to facilitate.” As a result, many of the community members become 
unmotivated and overwhelmed about how to proceed.  
Several participants mentioned the difficulty in trying to motivate the community. N1 stated, 
“Trying to change people’s mindsets is a struggle.” P4 commented on how when community 
members are not interested in starting a project, the “majority of people are forced to do 
something, rather than doing it willingly.” 
G2 talked about how: 
a lot of CBT projects are started by NGOs, but they lack accessibility, and many 
things, including self-esteem; but, because there is a species there that needs to be 
saved, they (community members) are forced into CBT, so there is a lot of hand-
holding that goes on, which continues on for too long.  
4.4.7 Environmental 
Another frequently mentioned ‘instance’ of conflict was related to environmental issues, as 
shown in Table 4.10.  The majority of the environmental ‘instances’ were related to natural 
resource management.  
Sources References
Human Resource Management 12 54
Indigenous Rights 4 15
Motivation 6 11
Exploitation of the community 6 9
Parent/ Child Categories
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  Table 4.10: Instance – Environmental 
 
4.4.8 Collaboration 
Within the category of collaboration, Table 4.11 displays the child and sub-categories relevant 
to conflict ‘instances’.  
         Table 4.11: Instance – Collaboration 
 
When describing two communities attempting to work together through the facilitation of the 
government, P1 stated, “Long process towards collaboration.” Discussing the same example, 
P1 stated the conflict that arose as an external stakeholder, “Coming from the ‘outside’ 
collaboration (between two villages) is attempted, but that’s not possible, needed two separate 
agreements.” 
When discussing trying to establish a network of communities to offer a regional CBT product, 
G3 stated “sometimes there is a problem with the ten communities trying to work together.” 
G1 also described a similar example: 
There are five communities that wanted to participate, but three communities that 
did not want to participate... It was proposed… then sent back to Canada because 
they needed to do more work, as the boundaries were not cohesive, because they 
needed all eight. Did evaluation as it has potential – the basis of the whole thing is 
community based decision-making.   
Sources References
Environmental 14 50
Natural resource management 10 29
Natural resources deteriorated beyond salvage 3 3
Pollution 4 8
Waste management 1 2
Parent/ Child/ Sub - Categories
Sources References
Collaboration 17 47
Over-reliance on another stakeholder group 8 17
Community members are not properly trained 5 7
Unaware of the benefits 6 15
Access to those who are overseeing various key roles 2 2
Parent/ Child/ Sub - Categories
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P3 explained the internal dynamics of the community and what is required through 
collaboration to assist community members in the CBT process: 
The community is made up of many abilities from many different players, some of 
them will need help and support to develop a product, others will need help from a 
business point of view, other people need help and support from a government 
regulatory point of view. 
N7 provided an ‘instance’ of conflict related to when his NGO left the community. He stated: 
When we first detached from the community, they were crawling, they were 
wondering how they continue, but the business was still coming in, they were feeling 
hurt because they felt abandoned, asking why would you abandon me at this age? 
You should not have even met me to begin with.   
4.5 Stage 2 – Responses to Conflict  
4.5.1 Introduction 
In total, there were 17 ‘responses’ to conflict parent categories (Table 4.12). Similar to the 
Stage 2 – ‘instances’ section, the top seven ranked ‘instances’, as determined by the total 
number of references, will be discussed, with the top four ‘responses’ including detail on the 
child categories. In addition to the 17 parent categories, there were an additional 90 child and 
sub-category classifications, bringing the total number of possible classifications to 107. From 
the 107 classifications there were 1005 references identified in the Stage 2 participant 
interviews. 
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       Table 4.12: Stage 2 - Responses to Conflict 
 
4.5.2 Product Implementation 
Product implementation was the most frequently mentioned ‘response’ to conflict in the parent 
category, with 205 references (Table 4.12 and Table 4.13). The product implementation 
category is explained through the use of references from the interviews and then the top six (of 
the twelve) child categories are discussed in turn. When discussing product implementation 
and creating an attractive package for tourists, N7 explained: 
It’s all about putting together the right package, as the community members may be 
more knowledge about certain aspects of the wildlife or where to find certain species 
above others; however, quite typically they are all skilled enough to show the 
majority of the visitors several species during an excursion.  
When discussing implementing accommodation for the CBT market, N4 stated, “The other 
thing is through recommending my clients to have accommodation to community based eco-
lodges to promote sustainable tourism/tourism development through their community oriented 
registered self-help groups.” 
Parent Category Sources References
Product Implementation 20 205
Management 15 142
Capacity-building 19 116
Collaboration 20 115
Marketing 10 77
Education 16 55
Communication 13 48
Participation 17 44
Planning 11 44
Partnerships 12 42
Government Involvement 12 36
Cooperative or Corporation 6 20
Leadership 10 18
Empowerment 8 15
Funding 8 15
Volunteers 4 7
Infrastructure 4 6
TOTAL 1005
Stage 2 - Responses to Conflict
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 Table 4.13: Response - Product Implementation 
  
4.5.2.1 Review Assets or Strategies for Implementation 
The review of assets or strategies for implementation includes examples that involve the 
community establishing a CBT offering from the local resources. 
From a governmental perspective, G3 discussed how their government institution advised the 
local community by stating: 
Try to create one package as a resource package—do resource management, see 
what it is there and package it, as the village does not know what products they have. 
Because the villagers are there, they do not see what they have as attractions.   
N1 provided insight into how she recommends the community members approach their product 
implementation by mentioning: 
  
Sources References
Product Implementation 20 205
Review assests or strategies for implementation 13 61
Assets 7 15
Strategy 11 43
Implement new policy 8 28
Implement new environmental preservation policy 7 22
Additional resources were attained 8 20
Through better management 4 14
Certification 6 17
Separate community group was formulated to address concerns 5 12
Adjust pricing scheme 7 9
Charge an entry fee 2 2
Charge for additional services that cater to tourists 3 3
Abandoned the initial CBT project 4 6
Difference in opinion between community groups 2 4
Adopt international development agenda 3 6
Assess if tourists appreciate the change 1 1
Patience 3 6
Renegotiate with the government 1 1
Run a pilot program 3 4
To see if there is a demand for the community's product 2 2
Parent/ Child/ Sub - Categories
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They can focus on their products and services like a hotel does, you know a hotel 
has food and beverage and rooms and so on. You have an all-inclusive hotel with 
your village. You have your farm, you have all your products, focus on offering 
good products and services and we will take care of the tour operation.  
To assist in product implementation, N4 established a manual for the community and she 
“wanted the manual to be front-loaded with comments about the community and what the goals 
were for community development and then talk about tourism as a way of getting there. So 
tourism becomes a vehicle for development, not the end result.” 
N7 described the need to implement both a cultural and environmental product offering, when 
he discussed,  
Homestay just for culture, does not really work, wildlife and conservation are much 
more successful. When culture there is just not the demand. There is just not the 
proper PR system in place, does not get the same as environment.   
4.5.2.2 Certification 
As a product implementation response, certification assists the community in gaining 
credibility. G3 mentioned, “The communities who wish to apply for homestay, apply through 
them, then the certification is given by The Ministry of Tourism and Culture.”  Whereas, C1 
discussed the specifics of certification for CBT product offerings: 
For the boat service, the operation guidelines, there is international regulation; for 
example, before people do a river cruise there must be a briefing, people must be 
wearing a life jacket, going down the river it must be slow, there must be safety 
briefing, knowledge on how to use the boat, need all the detail on the standard 
operating procedure.   
4.5.2.3 Adopt International Development Agenda 
As a ‘response’, communities will adopt an international agenda that addresses criteria for 
developing rural communities to increase their product and marketability, and to assist in their 
CBT operations. N3 addressed this by saying, “The new global criteria is so the local people 
will benefit holistically.” 
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4.5.2.4 Patience 
Viewed as another ‘response’, patience is required to ascertain the implementation of the 
product offering desired by the community. C2 proclaimed that when implementing CBT, 
community members, “need a lot of patience to become successful.” As a ‘response’ to keep 
the community motivated throughout the CBT process, N4 stated the need for incremental 
goals to be established due to the length of time it takes to implement CBT and related products. 
She used to say to the community, “What can we accomplish in three weeks, three months, 
three years? Need to do something quick so people buy into the process.” 
4.5.2.5 Renegotiate with the Government 
As a ‘response’ to make CBT work for certain communities, communities may need to 
renegotiate with the government. G4 provided details about when several communities had to 
band together to confront the government. “Another example is from the {African National 
Park}. It’s a protected area, but with different focuses [sic]; the conservation of natural and 
cultural. It allows the indigenous to live within the protected area.” 
4.5.3 Management 
In total, the ‘response’ of management had eleven child categories and a total of 142 references 
(Table 4.14). All of the quotes that demonstrated the richness of the data will be presented in 
the following child category sub-sections. 
         Table 4.14: Response – Management 
 
Sources References
Management 15 142
Environmental management plan 8 29
Maintain 'unique' cultural attributes 6 21
Develop tourism, but maintain original livelihood 9 15
Establishment of a community benefit scheme 8 12
Create a membership organisation 6 12
Re-orient the image of the destination 8 10
Align responsibilities with previous skillset 6 9
Seek additional markets to create demand 4 8
Assess community's aspirations and try to implement 6 6
Regulatory actions to advise tourists on customs 2 5
Gradually shift ownership between stakeholders 2 2
Parent/ Child Categories
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4.5.3.1 Environmental Management Plan 
As an example of an environmental management plan, N8 stated,  
For environmental protection, they implemented a policy where only a certain amount of divers 
would be allowed to participate at a time; therefore, the product limited the demand. So, they 
wanted to reduce impact on the environment.  
4.5.3.2 Maintain Unique Cultural Attributes 
As a management ‘response’, maintaining ‘unique’ cultural attributes was detailed by N1, who 
stated: 
It is key to realise each community has something unique to offer; the key is to make 
the community realise they have something desired by others. Through capacity 
building and growth, products can be exported; however, it must start at the 
community level and the development of resources.  
4.5.3.3 Develop Tourism, but Maintain Original Livelihood 
As a ‘response’ that illustrates how the local people participated in CBT while maintaining 
their original livelihood, N7 discussed how Case Study 1 grew into a destination: 
Started to bring in people, journalists, raised publicity and people began to come in 
and that is when some of the ‘boat men’ from the community began to show 
outsiders where animals were, so they became the local experts by working with 
scientists and people who came through would be interested in seeing these animals, 
as well—this started off the tourism.  
4.5.3.4 Establishment of a Community Benefit Scheme 
The establishment of a community benefit scheme is a response linked to management that 
CBT practitioners need to be aware of. When discussing a developed country, N3 detailed how: 
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His college has endorsed and developed coastal environment criteria. One of the 
criteria is that tourism needs to give back and not just take from local communities. 
One way to do this is to pay members of the tourism industry a living wage, where 
[now] most of the tourism industry is paid minimum wage, not a living wage.  
C2 provided input into how the community members of Case Study 1 began to become 
convinced of the advantages of CBT. He said: 
In time with the project, they could see the progress and success of the project with 
good planning, administration management, economic development and then they 
could physically see the benefits the community could get.  
4.5.3.5 Align Responsibilities with Previous Skillset 
When developing CBT, another management ‘response’ is to align community member 
responsibilities with their interests and/or skillset. N1 tells community members: 
The focus has to be on your lifestyle, what you do, your farming, if you’re a 
shopkeeper, your church, your youth centre, that’s what I want to hear about, what 
do you have in your community? Then they start thinking differently… It cannot be 
done in isolation of the community experience and the only way to have a tour like 
that… is for us to have the community experience who will offer what they have in 
their community. It cannot be done in isolation.   
4.5.3.6 Seek Additional Markets to Create Demand 
G2 provided an example of how a CBT pioneer utilised a previous vocation and creativity to 
establish an initial demand and then create a base market for CBT operations. G2 explained: 
{CBT pioneer}, who used to be a school teacher and would bring Japanese students 
over, he saw the potential of making it into a commercial venture. He created the 
homestay program within his own village, so he went to Japan and he went to see 
the schools because the Japanese schools were looking for places to take their 
foreign culture… so they came to Malaysia, they liked it, so signed a five year 
contract to come and stay in the village homestays. Their homestays, the bulk of 
their market is still Japanese youth.  
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4.5.3.7 Assess Community’s Aspiration and Try to Implement 
In response to how to handle unrealistic expectations from within the community, facilitators 
must look into how they can make it happen or reach a compromise through adapting the idea. 
For community tourism, sometimes the community will point out a physical attraction or 
something that may not be feasible. To implement the community’s ideas for CBT, C1 arranged 
several communal meetings to establish a process where community members could work out 
what would be most feasible and be in accordance with their resources and current skillset. C1 
stated: 
So they managed to come up with detailed plans, they came up with homestay 
program, as people had their own houses and extra money was not needed and the 
visitors could stay with the local people. Also, most people in the village knew how 
to use a boat, since they were fisherman, so planned boat services, then third, they 
chose handicraft, as most of the people knew how to do. They started a kayaking 
club, just as motivation for the group, as it was something new and it taught team-
building, to bind the group, and to instil motivation, which was a response. The eco-
lodge/camp was also planned for at this time for conservation. Also planned on 
doing the marina complex, the jetty during the planning, to make a shop for 
handicrafts.   
4.5.3.8 Gradually Shift Ownership between Stakeholders 
Due to the limited economic resources of communities in developing countries, results of this 
study found several examples where investors gradually shifted ownership over to the 
community. N3 stated:  
The challenge is to find an investor who is willing to make a reasonable profit, but 
then turn the ownership over to the people of Malawi (a certain percentage each 
year) so eventually it will be a Malawi-owned and operated business where the 
money will benefit the people more than any other people.   
4.5.4 Capacity Building 
The category of capacity building includes references about how community members 
increased their capabilities and skillsets in response to ‘instances’ of conflict centred around 
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their lack of ability to perform required functions necessary for a successful CBT project. Table 
4.15 displays the six child categories associated with capacity building. 
Prior to providing details from the child categories, several generalised quotes are provided 
demonstrating ‘responses’ to the challenges of capacity building. When discussing capacity 
building, N1 stated: 
We found that there was a challenge of people not understanding when we say we 
are developing community tourism. They thought that community tourism is a niche 
market; it’s not a niche market. It’s a mindset change, it’s a holistic change of how 
you approach tourism in a sustainable way, where you do not only think about your 
hotel, you think about the environment, you think about how you can get staff from 
the community, therefore if you are going to build something you have to prepare 
them.   
N2 discussed training and capacity building, but emphasised the importance of ensuring 
facilitators do not make promises they cannot keep, by stating: 
You build skills up, you build confidence up, but you got to be careful that you do 
not inflate them and let them down and they feel as though there is a lack of delivery. 
You need to be very cautious about over-promising to communities.   
  Table 4.15: Response – Capacity Building 
 
4.5.4.1 Workshops were Conducted 
As a ‘response’ to the need for capacity building, several respondents discussed the conduct of 
workshops to assist in the process. C7 mentioned: 
  
Sources References
Capacity-building 19 116
Workshop were conducted 12 21
Other stakeholder group lead by example 10 19
Gradual Implementation 6 17
Gradual detachment 1 2
Utilise capabilities of the facilitator 7 13
Confinual assistance provided 6 10
Develop confidence and proceed along without outside interference 3 6
Parent/ Child/ Sub - Categories
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It should be a lot more courses… the government should groom the young 
graduates… you know… the graduate people to involve in… you can give courses 
like craft, you can give course like touring guide… you can give course like bus 
transportation. You know… they need courses... people like us we don’t have much 
courses.  
As another method applied to teach, educate, and provide additional options for livelihood 
impacts, G4 discussed the use of outreach programs for the indigenous to learn about the 
advantages of not poaching. 
They (government) are establishing outreach educational programs to educate the 
poachers instead of simply imprisoning them. They (park rangers) follow the 
poachers to their place, then invite them to the park to give them seminars, they raise 
awareness for them.  
4.5.4.2 Other Stakeholder Group Lead by Example 
As a means to build capacity, other stakeholders often need to lead by example and demonstrate 
‘best practice’ as an informal teaching method. N3 discussed the importance of another 
stakeholder group leading by example by stating: 
When a stakeholder group leads the way or sets the foundation then the community 
will become empowered through repetition or knowledge – not so much where you 
can just go in there and teach the community, but through practice and by having 
them realise their capabilities over slow gradual shifts; this has enabled their 
capacity… It does not have to be gradual shifts, it can be major shifts. If you get the 
leadership commitment and use a systematic methodology to reinforce the new 
culture… We do have systematic influences working against us and we need a 
system to beat that system.   
4.5.4.3 Gradual Implementation 
As a child category to capacity building, gradual implementation was established. However, as 
a sub-category, gradual detachment was included due to several participants explaining the 
importance of external stakeholders who were aiding the community not withdrawing from the 
project too quickly. 
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Concerning gradual implementation, N1 said: 
 I’ve had to take a step-by-step approach because I can’t overload them immediately 
with everything. We need to get it done step-by-step and then they, themselves, are 
seeking and they want their support in different ways and they now see the 
advantage of being a part of a network because they have access to whatever they 
need and that we are willing to give it and that they don’t have to pay for everything.   
When discussing gradual detachment, N7 stated: 
You had to know at what point to detach themselves[sic]from it, from the NGO or 
whomever aspect, you are – must be realistic though, give plenty of notice; however, 
funding or payment runs , although they may no longer support, you can still assist, 
made a gradual exit and force them to continue. Train, assist in making contacts, 
etc. for them to continue. Need to gradually groom and that goes on. Need to detach.  
4.5.4.4 Utilise Capabilities of the Facilitator 
As a ‘response’ to building capacity, utilising the capabilities of a facilitator assists community 
members in becoming more independent and resourceful through hands-on learning. N4 
mentioned: 
You need to create respect through equitable representation. Community members 
watch the respect you are trying to create... Need to understand community 
dynamics. It is remarkable to see some of the things the community members come 
up… Make them feel as though they have capacity and power, then something down 
the road to work for, identify what they need, then bring something they may need 
to bring someone in from the outside. Then something further down the road to get 
them excited… gets them invested in the long term.  
4.5.4.5 Develop Confidence and Proceed without Outside Interference 
Although the primary research from this study has established the need for community 
members to receive external assistance in the majority of CBT initiatives, it has also provided 
several examples where external stakeholders often hinder the project. This is evident when 
the community is not consulted regarding their expectations from development, and when 
outsiders believe they know what is best for the community, along with many other ‘instances’ 
that can cause conflict during the CBT project. Many participants described examples where 
Page | 143 
 
once the community developed enough capacity to operate independently or were empowered 
enough to make their own decisions; external stakeholders still were getting involved to push 
their agenda instead of the community’s vision. As a response to these situations, several 
respondents made suggestions on how the community should proceed. Simply stated, C2 said, 
“Sometimes they need to ignore those from the outside, needed to persist and continue on with 
what they wanted to do and over time the benefits were realised.” 
N7 acknowledged the assistance the community received from external sources, but went on 
to say:  
Obviously, you need to take advantage of what you were given and they did that 
very well. He definitely would not say that it was 100% of the organisation’s (NGO) 
effort, because they (community) made a huge commitment, they had convictions, 
but also were dedicated and they were all from within the community itself, not 
someone from outside that has a different opinion. 
4.5.5 Collaboration 
The category of collaboration includes references about how community members collaborated 
with other stakeholder groups in response to conflict ‘instances’. Prior to the presentation of 
Table 4.16, which includes the child and sub-categories for collaboration, several quotes are 
provided to afford a general understanding of collaboration during the CBT process.  
Discussing collaboration as a response, N2 mentioned a business model he implemented to 
empower community members and have them buy-into the CBT process through financial 
incentives. N2 stated: 
They provide the training (technical expertise) and capital. Encourage the headquarters, or head 
chefs, managers, or gardeners to get equity in the business to get local ownership in the 
business. Overall this is only a small percentage in the overall amount, but to them it’s a big 
deal and each year they run a profit; the expats put their dividends back in while the locals take 
their dividends out but there are benefits to those communities as they employ 120+ local staff 
and no expats and have a couple hundred families depending on those incomes – it’s a 
sustainable business model.  
When discussing her role collaborating with the community, N4 provided the following 
statement in reference to how she assisted the community in planning and in risk management: 
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Try to anticipate what that would it be like for a community, and help them develop 
the tools to help keep that from happening. That’s how the manual came about to 
try give communities the tools to figure out what things look like when they go bad.   
   Table 4.16: Response – Collaboration 
 
4.5.5.1 Within the Community 
Concerning the collaboration that occurred within the community, C1 described the process 
Case Study 1 went through during the initiation of their CBT project: 
They planned the planning, not just for economic purposes but planning for their own, as many 
were not very well educated in schools. As there is not much development there, so they started 
to learn how to and began to plan for themselves with knowledge, and how to implement later.  
4.5.5.2 With Private Stakeholders 
As a ‘response’, collaboration with private stakeholders was discussed as a means to ensure 
communities have access to networks and markets, as well as the means to attain capital to 
subsidise additional community based projects. N1 explained: 
The best way to get these projects to work, in the long run, is in the project design 
phase… that the donor agencies, the NGOs, who have a really important role to play 
in getting community tourism ready is that they partner with the private sector 
because if there is a commercial motivation by somebody to make money by 
bringing business to that location for some sort of experience, there is more of a 
chance of that investment being sustained.  
Sources References
Collaboration 20 115
Within the community 10 24
With Private Stakeholders 9 23
From a consultancy standpoint 5 11
With the Government 10 21
Reserve a conservation area 3 6
To provide a consltancy branch for rural development 4 5
NGOs were brought in to assist in the project 11 20
NGO had to detach from the project to empower the community 1 2
With travel agencies or tour operators 5 8
Parent/ Child/ Sub - Categories
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N2 provided insight into the importance of collaboration with the private sector from a funding 
agenda:  
All the donors need to partner with the private sector on the design and 
implementation, as if there is money to be made and it’s commercially viable then 
the private sector will stay with it. If there is no money being made then it’s no 
benefit to the community, to poverty alleviation, to the environment because you 
are never going to have a project that is going to continually receive funding; 
eventually it will dry up Need to be self-sufficient and have a market connection. 
N2 also emphasised the importance of private sector relationships to assist in market access for 
CBT communities. This quotation was also referenced within the ‘with travel agencies or tour 
operators’ child category. 
There were private sector operators (more centralised to urban centres/capital cities) 
that could have been interested and engaged, but they were not. If engaged, they 
could have assisted in capacity building and assisting in what the tourist wants. If 
engaged, they could have connected the communities to the distribution channels… 
That’s the only way I think a lot of these well-intentioned donor and NGO projects 
will ever work is by having commercial enterprise. A lot of those commercial 
enterprises of people who have got a fairly strong CSR (corporate social 
responsibility) agenda or social enterprise agenda, you find the right sort of player, 
but if it does not make money, it is not going to survive. It has to be commercially 
viable to the operators. It’s no good for the villages, it’s no good for the operators if 
it does not make profits.   
4.5.5.3 With the Government 
Many participants believed there was often a disconnect between the government and the 
communities pursuing CBT initiatives. In the majority of the examples explained during data 
collection, participants provided data regarding conflict ‘instances’ between the government 
and the communities. In response to this conflict, several ‘responses’ were discussed or 
suggested. Among these collaboration ‘responses’ with the government, G2 said, “He believes 
the government needs to intervene and call up all parties and make them sit down and address 
what the problems are or by asking them individually ‘what are the problems?’” 
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C7 discussed the importance of communication between the community and the government 
through collaboration to assist in the development of the tourism product and its marketing, 
both internally and externally.  
[sic] Not because of the homestay operator… But because of the… our community... 
So that they can earn side income, you know… because this homestay... I mean this 
homestay that the government is busy talking about you know… err... this is also an 
industrial product… tourism product. So we as the bridge… the community with the 
government… Our networking with the community and also with the government… 
At the same time we are helping our product, our culture, especially that orang 
Bidayuh so that the whole world knows the existence of Bidayuh people. It is very 
important that make me really go to it lah. 
4.5.5.4 NGOs were brought in to Assist in the Project 
In addition to the government, NGOs are often linked to CBT initiatives from the onset. 
Therefore, throughout the interview process, many participants described collaboration 
‘responses’ to conflict ‘instances’ that involved NGOs. The following quote appropriately 
addresses the magnitude of effort communities should initially dedicate to seek assistance from 
NGOs. When discussing how collaboration with NGOs was utilised to assist in the planning 
and implementation stages of the CBT project, N6 stated “He gave a proposal to UNDP to 
develop tourism in this region… Additionally other resources were coming from the national 
ecotourism committee, NGOs, other stakeholders: travel agents, tour operators.” 
4.5.5.5 With Travel Agencies or Tour Operators 
Despite travel agencies and tour operators being private sector, due to their role in attracting 
tourists to CBT destinations and, generally speaking, their different function from other private 
sector collaborators discussed by the interview participants, this child category was established 
to highlight that difference and to distinguish the data. 
As a ‘response’ proposed by the government to assist in increasing visitor numbers to 
communities, G3 provided an example of collaboration with travel agencies. “They (Ministry 
of Tourism) want to take around travel agents and so forth, as a response, and expose them to 
all the homestays and such.” G2 commented on the importance of networks by stating, 
“Partnership with everybody, tour operators especially.” 
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When discussing a ‘response’ the tour operator P2 had implemented to assist the community, 
he stated: 
Concerning the Longhouses, I asked about different ideas of the operators: his 
example was that in the past in one area, when looking at the village, he wanted to 
revive the dying culture of the village through the cultural aspects of the dance and 
so forth and he also wanted to use their boats which would be beneficial to them. 
Was hoping to maintain the skill level of the people and revive the culture of the 
community. He also asked them to make their own handicrafts. He asked the 
villagers to just keep the crafts on the wall for the tourists to buy. He also wanted 
them to be able to open up their doors to any company.   
4.5.6 Marketing 
As shown in Table 4.17, the marketing category, which was ranked fifth amongst the most 
referenced ‘responses’, received six child categories. The child categories detail which 
stakeholders assisted the community in their marketing efforts or describe what the strategy of 
the marketing promotion was. 
  Table 4.17: Response – Marketing 
 
4.5.7 Education 
As displayed in Table 4.18, education recorded the sixth highest reference frequency amongst 
‘responses’ and had three child categories. Important for consideration in this category is that 
the child category of ‘learning from other CBT projects that are considered successful’ had two 
sub-categories, which included ‘community members’ and ‘government officials.’ The reason 
this is important is due to not only the community members being able to learn how to conduct 
successful CBT projects through witnessing how other CBT projects managed their operations, 
Sources References
Marketing 10 77
Increase exposure and familiarity 7 22
To promote unique attributes 5 20
With local networks 5 10
Create an indentity for a particular area to promote as unique 5 9
With national or international tourism promoter 4 9
With travel agents 4 6
Parent/ Child Categories
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but also because two participants provided examples of where the government was able to 
improve their handling of CBT projects by going on-site to learn what certain communities 
were doing to be successful. Due to the disconnect between government and communities 
previously mentioned in sub-section 4.4.6.3, these results indicate an effort practised by the 
government to be more effective in their handling of CBT.  
 
Table 4.18: Response – Education 
 
G2 provided insight into the importance of informal education being applied as a response by 
stating: 
School structured learning does not work for these people. They need more ‘adult 
learning’ where they go on a technical visit. So they take people who have never 
been outside of the village on a trip, as tourists, so they can walk around and enjoy, 
so all the people have a good time and they do not even mention anything about 
learning. Then when they get back, they will have a chance for them to discuss their 
technical visit. They will be asked different questions. They will respond about the 
food being good, the room being comfortable, I was attended to promptly and so 
forth, so they will then be asked to replicate this service, as it is what the tourists 
will want. So people who have never done this will understand why. Now, they may 
not be able to do it well in the beginning, but this type off learning is much different 
than boring classroom learning. Then they will have community training, where a 
successful community is training a less successful or beginning community, which 
is what [Case Study 1] is going to do. To have hands on learning and role playing, 
so he told the government that they need to stop all this (classroom teaching and 
training); however it is not the Ministry of Tourism that is doing the training, it is 
different agencies that are commissioning universities to do it, so once the Ministry 
showed me the curriculum, I said it was not going to work because the 65 year old 
guy is not going to make it to the second hour of training.  
Sources References
Education 16 55
Educate the community on the benefits 12 19
Learning from other CBT projects that are considered successful 7 13
Community members 6 7
Government officials 2 2
Use informal teaching methods 8 12
Parent/ Child/ Sub - Categories
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4.5.8 Communication 
The category of communication includes references about actions taken to respond to conflict 
‘instances’. Table 4.19 displays four child categories that display how communication efforts 
were applied to community members experiencing internal conflict or conflict with other 
stakeholder groups.  
Table 4.19: Response – Communication 
 
4.5.9 Additional Data from the Remaining Response Categories 
As a result of only the top seven referenced categories only being presented in detail, this 
section is included to provide a quote pertinent to the overall findings of this study. The quote 
is provided within the category it was classified in, as listed in the following sub-section. 
4.5.9.1 Funding 
When discussing how her NGO financially assists communities wanting to implement CBT 
and in need of economic assistance, N1 stated: 
Some things we don’t charge, but we’re trying to get them to understand that 
everything cannot be free because that is how politicians behave, they give 
everything for free and they got this mindset of, we call it the ‘handout mindset’ in 
Jamaica. We’re trying to change the handout mindset to a business mindset.   
Sources References
Community Acceptance 18 107
Community completely adopts the new approach 14 27
Mindset of the community is altered 10 23
Community seeks additional projects 8 14
Community operates as its own entity 6 14
Community comes to a consensus 5 11
Community rejects the implementation 6 9
NGO was established 4 5
Dependence on another industry 1 1
Parent/ Child Categories
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4.6 Stage 2 – Impacts of Conflict 
4.6.1 Introduction 
There are a total of 15 parent categories related to the ‘impact’ conflict theme (Table 4.20), 
comprising a total of 780 references. Similarly to the previous sections on the ‘instances’ and 
‘responses’ conflict themes, the top seven will be discussed with the detail of the child 
categories also included for the top four parent categories.  
 Table 4.20: Stage 2 – Impacts 
 
4.6.2 Product Offering and Diversification 
The classification of product offering and diversification includes the ‘impacts’ related to 
implementing more effective means to initiate or modify the CBT product. As seen in Table 
4.21, there are eight child categories relevant to this classification. The importance of product 
offering and diversification is understood through a quote by P2, who stated “prior to his travel 
firm approaching them, the villagers were just farmers, nothing else. They farmed rice for their 
own consumption. For money, grew cash crops such as spice pepper and rubber, which enabled 
some income.” This is further emphasised by N7, who provided detail on how the tourism 
product evolved at a South-East Asian location by explaining: 
Parent Category Sources References
Product Offering and Diversification 19 165
Community Benefits 20 155
Community Acceptance 18 107
Project Implementation 17 80
Empowerment 15 55
Capacity Building 15 53
Participation 16 45
Government Involvement 11 25
Stakeholder Interaction 11 19
Education 8 16
Leadership 10 15
Infrastructure 5 15
Collaboration 9 13
Marketing 5 11
Policy is adopted 3 6
TOTAL 780
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First it was farmers with no education who planted the palm farms, then some had 
education at primary level and could be a boat hand, but that’s it, not in charge. Then 
it evolves from there and people start working with international NGOs and such, 
then start to arrange the boats and such, and this is what created the mindset and 
they began to see opportunities.  
Table 4.21: Impact - Product Offering and Diversification 
 
While discussing the situation pertinent to Case Study 2, C5 explained the evolution of the 
community’s tourism offering: 
This kampung is really a good kampung. Many years back this kampung is famous 
for its Bidayuh traditional longhouse. Now we have other tourism products such as 
the ‘baruk’, and mini museum. Even though there are only two homestays located 
inside this kampung, this house and another located at the longhouse, and then the 
office is located outside this kampung; we still receiving tourists.  
Also, as a Case Study 2 participant, C6 explained the following:  
  
Sources References
Product Offering and Diversification 19 165
Advantage was gained over competitors 6 10
Certification 7 18
Certification process is reviewed 2 2
Participants not fulfilling the agreement and lose benefits 1 1
Certification was attained 4 7
Has enabled a greater understanding of tourism benefits 2 5
Tourists recieve a more genuine product 1 1
Loss of certification 1 1
Costs were reduced 2 3
Entrepeneurial efforts are implemented into the overall product 8 18
Environmentally friendly results were implemented 5 27
Tourists have adopted these changes 2 6
International Recognition 4 5
International recognition could not be reached 1 1
International recognition was obtained 3 4
Upgrade in tourist offering was achieved 8 38
Additional income was generated 8 13
Visitor numbers have increased 8 12
Parent/ Child/ Sub - Categories
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The government gives a lot of chances for the villagers to join the homestay program 
in order to get extra income…do not spend on one source of income only. If you are 
able to produce handmade handicraft products such as necklaces made from beads 
and so on, you can make a business and at least from there you can gain extra 
income. Every tourist will have the chance to see these tourism products when 
they’re here in this village.   
During the interviews, many participants explained the need for diversification to account for 
different tourism demands. G3 mentioned how “many of the tourists only do day trips from the 
city hubs.” C1 discussed how Case Study 1 accounted for “research tourism” and a “volunteer 
program, where they stayed two weeks” to assist in environmental efforts to improve the 
ecology and tourist offering of the destination.  Also, C1 mentioned how the community 
offered an “educational program with the schools, if you did not want to stay in homestay, then 
you could stay in the forest; there is tent camping or stay in the built huts.”  
P2 also mentioned how community involvement in the product offering establishes greater 
benefits through “every arrival of their guest, they have a cultural performance and individually 
pay the dancers and musicians.” 
When discussing the ‘impact’ of having tourism attractions that align with the capabilities and 
needs of the community, N4 stated: 
To get them started with tourism planning… They decided to go with an artspace 
approach to tourism development, well-supported in the community, had things for 
children and older adults and youth, not just tourism outsider-oriented; they 
developed an art centre. When they submitted grant applications they were trying to 
argue their case for tourism development, but really they had developed this idea 
out of what the town wanted as part of their community development.   
4.6.2.1 Upgrade in Tourist Offering was Achieved 
As the most prolific child category within product offering and diversification, the 
classification of ‘upgrade in tourist offering’ is a generalised categorisation to depict the 
‘impact’ of an improved CBT offering. The majority of the references within this child category 
can also be found within other child categories pertaining to the parent category.  
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Participant C1 described how as tourism demand increased, community members made 
improvements to receive the benefits of operating a homestay, by stating how the community 
“started with just 7 homestay, now they now 35 homestays within four kilometres; not all 
houses are suitable for the program—need to meet certain criteria.” To increase tourism 
demand and appeal to different market segments, G2 stated how a CBT operation “designed a 
new physical layout to attract a new segment of tourist, as they were originally only getting 
backpackers.” G2 continued with “So now there are two resorts. One was the original resort 
catering to backpackers and now he has the new one with a restaurant and so forth. It’s now 
the best performing resort on the whole island.” 
As a sub-category, ‘additional income was generated’ was established to classify references 
that referred to the monetary benefit received from the upgrade in tourist offering. P4 stated 
the ‘impact’ [sic] “Promote and support local tourism investments within the region through 
donor funding/ support.” After P2 began discussing upgrades to a local community’s CBT 
product, an inquiry was made about the benefits being received by the community; it received 
the following response:  
The travel agency hires their boats, which is beneficial to them, and each family has 
their own boat, so they go in rotation, from one family to another so they can all 
benefit. They also pay the village a ‘hat’ tax which is based on the number of tourists 
that are arriving into the village. Also, there is an accommodation tax to be paid. 
Monthly, they put aside a certain amount of money for each family that can be used 
to be used to buy the children medicine or to send them to school. 
4.6.2.2 Environmentally Friendly Results were Implemented 
As a means of influencing the ‘impact’ on the product offering, many communities 
implemented environmentally friendly attributes. As explained by N3, “though a small 
percentage, there is, every year, an increasing amount of people that factor in the sustainability 
of a destination or resort or lodge as their choice; research shows this.” As a component of 
Case Study one, C1 explained how “the eco-lodge/camp was also planned for at this time for 
conservation.” Later in the interview, C1 stated how “the eco camp needed a lot of investment 
(got from various parties); they started in 2004, got approval from forestry department, the 
planning was within the trees, very close to the lake.” Additionally, C1 described:  
  
Page | 154 
 
They were doing activities such as ecotourism activities to do things such as the boat 
trip to see the wildlife, conservation, river safari… The other activity was to just go 
to the jungle and do trekking, observations, learn about the rainforest… Have 
different accommodations in the forest—one that is 15 minutes by boat, and also 45 
minutes by boat. 
Another aspect discussed by C1 was how: 
Most of the tourists became involved in the conservation… It is very important to 
reach out to involve the niche market of volunteers and many have done tree 
planting, started planting 11 species of trees. Got funds from {Private Company}, 
as they wanted to give back to the land. 
4.6.2.3 Entrepreneurial Efforts are Implemented into the Overall Product 
To assist in or complement the CBT product offering and diversification, eight participants 
explained the ‘impact’ of entrepreneurial efforts as an asset. Overall, all 18 excerpts and 
examples referenced within this child category depicted a positive influence on CBT operations 
and benefits for community members.  
As an example of how one individual’s entrepreneurial ideas and effort became a catalyst for 
an approach then adopted and implemented by a national government, G2 explained:  
He was not helped by the government in the beginning, it was all his effort. In 1995, 
the government said this is bringing wonders so they then launched its first homestay 
under the Ministry of Tourism, in his village, in 1995. From then onwards, it was 
regarded as a formal government effort to promote homestays as a catalyst for rural 
tourism.  
Although the community members were now realising how to receive benefits from visitations 
to their region, N7 also mentioned how “training and grooming from NGOs assisted them in 
seeing the opportunity.” 
While discussing capacity building with N1, the focus of the discussion then shifted when an 
inquiry was made about any opposition from within the community in regards to the participant 
providing assistance and training. The answer to the inquiry was as follows: 
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Oh no, absolutely not. In fact, what it does for them is make them far more 
independent of the politicians. No more hand-outs. You want to be a business 
person, we can teach you to be a business person. But you know, that comes with 
responsibility. You have to learn that you have to pay tax. You have to learn that 
you have to pay marketing commission… If you want to be respected as a business 
person, you have to behave like a business person.   
After explaining the effectiveness of training community members on the fundamentals of 
business practices, N1 then stated how “the businesses then become part of the tour—it is the 
tour – as it is more grassroots and gets the visitors involved with the community.” Further 
explanation of N1’s approach to CBT and the product development and diversification through 
entrepreneurship is provided in detail through the following quote: 
The whole concept behind setting up these businesses now, is that the businesses 
become a part of the tour, no, not a part, it is the tour. We’re not setting up anything 
for visitors in any community, that’s my approach, not the government approach. 
The government approach, they go around looking for heritage sites and this and 
that and say they are going to set that up for visitors, and the community must 
accommodate for the people to come in—wrong approach, unsustainable approach 
and you’re not going to attract the people that you want to attract, because the people 
that are interested in the community experience do not want anything that is set up 
for tourists. They want to have the lifestyle of the people, so I have to focus on that 
when I am training the people, to not use words like ‘resort’. Must come out of the 
dictionary, they must not use words like ‘tourist attraction’, it’s ‘community 
attraction’, you’re developing your community for yourself—‘community 
development’. When you have a home, your home is your community, not just 
where you live in your house. When you have your house, are you developing your 
house for the tourists? No, it is for you, so why are you trying to do that in your 
home in the village? So, the village, you’re supposed to develop businesses that will 
motivate the young people to stay there and we now as a network give them the 
support, the training support, the marketing support, and the business development 
support so that they can move ahead.  
4.6.2.4 Certification 
Certification was identified by seven separate participants as a means towards influencing the 
CBT product offering and diversification. N3 discussed the benefits of certification as “market 
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positioning with competitors—if it becomes a globally certified destination or resort, if 
certification means the same in every country, then you will have an advantage over 
competitors that they do not have.” When discussing the homestay certification in Malaysia, 
several participants provided insight; however, C6 specifically described the criteria for a 
community to even be considered for certification by stating “if there are less [sic] than ten 
houses, it is impossible to establish a homestay… must be more than ten.” Further detail and 
quotes related to certification are provided in the following sub-section dedicated to related 
sub-categories. 
4.6.2.4.1 Certification was attained 
While discussing the certification process, G3 mentioned “some of the homestays are under 
various bodies of certification and agencies, so there is a government body to look after them 
and their progress.” G2 stated. “Technically speaking, all of the homestays met the 
requirements of having a homestay, as established by the Ministry of Tourism Malaysian 
homestay organisation.” However, it is important to note, G2 also discussed how many 
communities fail to maintain the standards that got them the certification in the first place, 
which results in a diminished CBT product. 
4.6.2.4.2 Has enabled a greater understanding of tourism benefits 
When discussing certification and how going through the process has enabled the community 
to develop a greater understanding of the benefits of tourism, G3 stated “they have to comply 
with certain criteria, such as the house must be clean and have bedrooms, safety, and the area 
must have tourist attractions and the area must have team tourism.” After discussing further 
details about how the certification process makes the community members aware of tourist 
needs, G3 then added further comment about the ‘impact’ of going through the certification 
process by stating, “The village should be able to understand the benefits of tourism.” Another 
example discussed by N4 mentioned how “the forum worked really well and together the 
community made a decision to move forward.” 
Concerning that tourists ought to be receiving a more genuine product, G3 mentioned, “the 
guest must stay in the house, get a cultural experience, they cook and eat there, have activities 
in the area, so it is general income to that community.” 
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4.6.2.4.3 Certification process is reviewed 
When discussing how the homestay program works, G3 said, “If the community applies, the 
Ministry of Tourism will go and assess for certification, such as accessibility, so if it has 
tourism value, it will be approved.” In reference to participants not fulfilling the agreement and 
losing benefits, G2 mentioned how a particular South-East Asian country is now “talking about 
doing a nationwide study and ranking all the homestays and stop giving the aid to those not 
performing.” 
4.6.2.4.4 Loss of Certification 
In regards to the ‘loss of certification’ sub-category, N3 stated the tourism establishment “is no 
longer going to keep its premier certification because they don’t pay their workers living 
wages; there’s going to be a huge conflict with that.” 
4.6.2.5 Visitor Numbers have Increased 
This child category refers directly to when participants were forthcoming in their examples 
about the connection between the ‘impact’ on the product offering and diversification, and the 
increase in visitor numbers. Simply put, P1 commented on the “Slow gradual increase of 
tourism into the community.” As a positive result of increased demand for the community’s 
CBT product, N7 remarked on how, “this allowed many people to take advantage of instilling 
homestays because it serviced visitors who wanted to stay for significantly less.” However, as 
a negative aspect of increased visitation, P2 explained the following situation affecting a 
community whose main CBT attractions were their traditional longhouses and culture:  
As for impacts, the biggest impact on the community has been the threat of fast 
developing of roads and other facilities, such as electricity, [which] have given the 
people the ability to start a new life. So, once the infrastructure is developed, there 
is more opportunity for the people. But once the road comes in, they can begin to 
lose some of their culture. Very slowly, this has been happening. As the longhouses 
have transformed into a small town, they are no longer sure how long they can keep 
the community alive.  
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4.6.2.6 Advantage was Gained over Competitors 
When classifying the child category of ‘advantage gained over competitors’, this was in 
reference to the result gained through the ‘impact’ related to product offering and 
diversification. As an example, N7, when discussing Case Study 1, provided a specific quote 
that puts the achievements of {location of Case Study 1} into perspective. N7 stated: 
There is a figure out there that shows they generate 100,000 Malaysian dollars a 
year – using that figure as indicator, then how many cooperatives generate that a 
year using less than 20 houses? Running the business with homestay? Nature centre, 
with the parks department, built with the funding, and able to go onto shows abroad 
to promote, and also give the community members the benefits? That is successful 
at the community level.  
4.6.2.7 International Recognition 
The classification of international recognition refers to a destination, region, community, or 
country being the recipient of an international award or being designated as a significant site 
for preservation, i.e., UNESCO World Heritage Site. Two participants actually mentioned 
UNESCO during their interviews, while G2 stated how the Malaysian homestay program “just 
won the Ulysses Award” and C1 mentioned the “UNDP (United Nations Development 
Program) has a case study on {Community Cooperative}.” 
4.6.2.8 Costs were Reduced 
The reduction of costs is an important aspect to the CBT product offering, as this enables a 
more efficient means of achieving a sustainable community model and more benefits being 
received by the community. While discussing the implementation of eco-friendly technology 
and awareness, N3 stated, “It’s just good for the bottom line and cost savings, can save on 
resources and labour. Simple things such as the number of nights you wash your sheets.” 
4.6.3 Community Benefits 
The ‘impact’ of community benefits demonstrates how CBT influences the lives of the 
community members and the sustainability of the community product and development. Table 
4.22 displays the additional child and sub-categories associated with community benefits.  
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C1 then provided further insight into how this works for the community.  
Now, they get about 2 million ringgits – 80 percent goes back to the community, 
with 20 percent going back to the admin. From that 80 percent, members who are 
not working also get a percentage just for being a part of the community.  
C5 also added a quote to explain the benefit to both herself and the community:  
When we hire people to cut the grass or do some gardening, we will pay their salary 
with the money we got from the tourists. If there are many tourists who come here, 
therefore I will receive more money. I receive 60% from the profits each month. For 
example, if this month we receive RM100 from the tourists, then my salary for that 
month is RM60 and the balance RM40 belongs to this kampung. But if there are less 
tourists coming to this homestay, so less money I receive. But it is okay. We are 
helping the kampung. I like to sit here rather than staying at home and doing nothing. 
I can release my stress. Even if there is people envy of me, I will still treat them the 
same.  
The ‘impact’ of benefits was explained by C2, who stated “so the conflict with the community 
became less and less with the years…after the community know the benefits they would get.” 
       Table 4.22: Impact -Community Benefits 
 
4.6.3.1 Livelihood 
The child category of livelihood relates to the ‘impact’ community benefits have had on the 
community members’ standard of living conditions. Discussing how CBT can create a 
previously absent income for community members, N2 stated “although very small in terms of 
western standards, some of these minuscule businesses become the only source of local income 
Sources References
Community Benefits 20 155
Livelihood 13 44
Job creation 8 16
Community Collateral 12 34
Community assets are instilled or upgraded 10 21
Bi-lateral industry was achieved 7 13
Cultural Impacts 10 33
Community product remains intact with tradition 10 22
Community cultural attraction has been altered 3 5
Parent/ Child/ Sub - Categories
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for these communities.” Another livelihood benefit of CBT, as discussed by C2, is that villagers 
are no longer forced to leave their families and move to cities for a job. C2 stated “yes, did it 
for economic benefit, but it was not easy getting there, as they needed a lot of patience—here, 
this allows them to stay in the village.  
The following two quotations are used to illustrate how community members view the benefits 
of CBT to their livelihood. The first is provided by C4 and the second is from C6. 
I support the tourist arrivals to this kampung. My first reason is because we do not restrict the 
number of tourist arrivals to our kampung. We are depending on the money collected from the 
tourists. That money is for this village. Sometimes we earn up to RM1000. This money will be 
used to help the villagers who are in need. For example, we use the money to donate to the 
unfortunate family who have lost their family members or other difficulties. (C4) 
It is a good thing… with more tourists come to our homestay, it is indirectly changed our 
lifestyles… we have extra income…and with that money we can renovate our house…we do 
not want to live in poverty… looking forward to have a prosperous life. The government gives 
a lot of chances for the villagers to join the homestay program in order to get extra income…do 
not spend on one source of income only. If you are able to produce handmade handicraft 
products such as necklace made from beads and so on, you can make a business and at least 
from there you can gain extra income. Every tourist will have the chance to see these tourism 
products when they’re here in this village. (C6) 
4.6.3.1.1 Job Creation 
The sub-category of job creation primarily includes references to community members gaining 
employment through the CBT initiative. P3 succinctly summarised job creation as a livelihood 
benefit by stating, “Some of the key benefits that have occurred are related to employment and 
income.”  Although job creation within the community as a result of CBT is an important 
attribute of benefit realisation, C7 mentioned during an example, how the NGO needed to 
“employ people to work just with the community.” 
C1 summed up the relationship between visitation and job creation with the comment: “in terms 
of economics, tourists come and more and more local people are employed.” N3 mentioned, 
“a few people from the community get low paying jobs, which is probably double what they 
would normally make elsewhere.” Furthermore, the benefits ‘impact’, establishing a career 
path for a community member, is best illustrated through Case Study 1 participant, C2, who 
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started by giving tours several years ago and now is the operations manager. With pride, he 
discussed how “he was not educated, now he gives lessons to others.” 
4.6.3.2 Community Collateral 
The child category of ‘community collateral’ refers to benefits of CBT that increase both the 
capabilities and attributes of the community. This includes community member skillsets, 
community assets, and bi-lateral industries. Community collateral can be viewed as insurance 
gained through CBT to assist in the sustainability of the community development process. N1 
provided a quote that illustrates how the CBT process can be used to achieve greater 
community development initiatives. 
It is key to realise each community has something unique to offer, the key is to make 
the community realising they have something desired by others. Through capacity 
building and growth, products can be exported; however, it must start at the 
community level and the development of resources.  
4.6.3.2.1 Community assets are instilled or upgraded 
This sub-category contains references to how the benefits of CBT have influenced 
improvements, such as refurbishments, attractions, and the addition of a community asset that 
can be used by both tourists and locals alike, and also the use of grant money to improve 
homestays, which are the main accommodation source for tourists and a key source of 
community benefits. G3 discussed how governmental grant money is to be applied to the 
homestays, “for the individual houses, they’ll upgrade the bedrooms or the appearance so that 
it is more attractive to the tourists.” The importance of having improvements to the homestay 
was explained by G2, when stating “he would only send them to particular homestays if they 
(homestays) were ready for visitors; otherwise the tourists would be upset that the homestay 
was poorly prepared.” 
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G3 explained some of the initiatives being implemented by a South-East Asian country to assist 
in the demand for the CBT product with the following comment: 
Right now, the government is upgrading some of the longhouses that are registered 
with the Ministry of Tourism. They upgrade the common area of the longhouses. 
Also, they provide a common area/hall for the reception of the tourists. They’ll 
upgrade the toilets or the roofs. 
G3 also added, “The government will only grant money, for say, a soccer field if it will be used 
by the tourists.” 
4.6.3.2.2 Bilateral industry was achieved  
As discussed by seven sources, bilateral industries to complement the CBT product while 
diversifying the community’s economic input and capitalising from community member 
skillsets, or to instil variety in job creation is an important CBT complementary benefit. G2 
stated “the whole economic model has 40% CBT and 60% other sectors.” In agreement with 
the following quote, N8 reported that, “She agrees about how tourism needs to be a 
supplemental industry to traditional activities, so there is not an over-reliance. The traditional 
industries need to be the primary source of income, not the other way around.” Also 
acknowledging the need for bilateral industries, C1 mentioned how the community’s “product 
development unit is planning more activities for the future.” 
Where CBT has had a positive influence on the community, N8 mentioned how “now they see 
other income coming from farming and other activities.”  Another example demonstrating the 
benefits of bilateral industries was provided by N6: “The gardens are now operating well and 
are a major source of agribusiness with fruit – it’s now generating its own networks.” 
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When initially asked about bilateral industries, G2 stated: 
The most successful ones have this. They revitalise other industries. In {Case Study 
1}, they did guiding and boat rides. Then they realise, this may be as far as they can 
go. They asked if that is a career path. So now, a family cooperative is started under 
the umbrella of the tourism cooperative. One guy is doing fish farming, another guy 
is doing a form of agriculture and they supply to the homestays. So they are seeing 
there are many opportunities even outside of being a homestay operator. They are 
now looking at bio-mass product, but the government had never realised this. There 
has been resources.  
G2 then followed up by claiming: 
Tourism in the success ones has become a stepping stone to other industries, to areas 
they have forgotten and have relearned. They develop skills and they then begin 
export them. They do reforestation. Everything is coming now. Other rural sectors 
are flourishing or about to flourish.  
4.6.3.3 Cultural Impacts 
The cultural impacts of CBT can have a positive benefit to the community by preserving the 
culture, or to the contrary, the influx of tourism and the community’s desire for the tourist 
dollar can result in the community altering or losing their traditions. As a means to preserve 
culture, P4 has community members “promote cultural and heritage tourism products.” N5 
discussed how “they are using the Marcus Garvey legacy and the Tainos legacy” to attract 
visitors and have the locals take pride in their heritage. N8 pointed out “trying to maintain their 
identity would be much more beneficial in the long run.” C6 also provided insight into the 
importance of maintaining a community’s culture: 
As for me, the Bidayuh culture must be maintained. Do not take things for granted. 
If we do not want to take care of our own culture, then who else? It is a big loss if 
we lose our customs. We do not want to be left out. It is a loss. To add more, the 
young and new generation are the unfortunate ones if no one could tell them about 
our culture. We must maintain the culture. Think positively. The practice of our 
forefathers should be maintained.   
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Another positive cultural ‘impact’, as mentioned by C5, is in reference to the benefits of 
cultural exchange. 
Maybe when they come here they have no or little knowledge about the people and 
the village… so when we talk to each other we can know about their home country… 
it’s like that… Cultural exchange… the tourists also share their story.  
4.6.3.3.1 Community product remains intact with tradition 
As part of Case Study 1, C1 described, “in terms of the local people, they are called the ‘river 
people’; it is quite mixed in terms of culture, with ten different local languages, still unique in 
terms of original stories, arts, and dance.”  Additionally, during Case Study 2, C4 stated: 
We encouraged the villagers, especially the kampung dancers to practise and 
perform the Bidayuh traditional dance to welcome the tourists. Not only the dance, 
we are also showing our cultures and customs such as the Bidayuh traditional 
wedding ceremony or traditional method to harvest the paddy to the tourists.  
4.6.3.3.2 Community cultural attraction has been altered 
As a result of CBT and the resulting tourism influence, development, and infrastructure, several 
participants have admitted to witnessing or being concerned about the community losing its 
authenticity and traditional culture. As stated by P2:  
It is very difficult to determine what the community is ready for. Others do not have 
the right to tell others what they should have. It is the government’s job to bring 
development to the people. However, as tour providers, they want to provide the 
authentic experiences to the tourists and provide opportunities to the people. 
However, they cannot say that development should not happen here.  
P2 also expressed the following concerns: 
But once the road comes in, they can begin to lose some of their culture. Very 
slowly, this has been happening. As the longhouses have transformed into small 
towns, they are no longer sure how long they can keep the community alive.  
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N8 mentioned “in another five to ten years, that cultural experience may change due to this 
diversification because the villagers are doing different activities to keep income coming to the 
village and as a result this may impact the experience.” Additionally, while discussing another 
example of CBT, N8 stated she had spoken to a homestay owner “who has admitted that they 
are leaning towards giving into the demands of the tourists instead of sticking to the original 
aspects of the community, which has made them successful.” 
4.6.4 Community Acceptance 
The ‘impact’ of community acceptance refers to examples where CBT was attempted to either 
be implemented, enhanced, adjusted, or re-envisioned. Table 4.23 displays the eight child 
categories pertinent to community acceptance as found within the data. 
            Table 4.23: Impact -Community Acceptance 
 
As discussed in an example by N7, community acceptance involves trust within the community 
dynamic. N7 explained:  
The common denominator of success, they are close knit communities, they marry 
within the community, conflict comes from the outside, you need trust and coming 
from the outside you don’t get it. These people grew up together, they pray together, 
can’t come up and say I’m a college graduate; I got so and so – that’s where conflict 
[occurs] – everyone knows everything about each other – the conflict is [not] from 
within the community, but normally from someone who was not raised there, from 
someone who came in and tried to run or challenge these guys - {Malaysian village} 
is basically all their people.  
Sources References
Community Acceptance 18 107
Community completely adopts the new approach 14 27
Mindset of the community is altered 10 23
Community seeks additional projects 8 14
Community operates as its own entity 6 14
Community comes to a consensus 5 11
Community rejects the implementation 6 9
NGO was established 4 5
Dependence on another industry 1 1
Parent/ Child Categories
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4.6.4.1 Mindset of the Community is Altered 
The child category related to altering the mindset of the community contains references about 
‘impacts’ resulting from having to change predispositions and opinions about tourism, 
community development or other related areas. As means to incorporate community 
development into the community, N1 mentioned:  
I’ve had to take a step-by-step approach because I can’t overload them immediately 
with everything. We need to get it done step-by-step and then they, themselves, are 
seeking and they want their support in different ways and they now see the 
advantage of being a part of a network because they have access to whatever they 
need and that we are willing to give it and that they don’t have to pay for everything. 
I mean, some things we don’t charge, but we’re trying to get them to understand that 
everything cannot be free because that is how politicians behave, they give 
everything for free and they got this mindset of, we call it the ‘handout mindset’ in 
Jamaica. We’re trying to change the handout mindset to a business mindset.  
N4 also discussed how community members gained capacity and developed the confidence to 
move forward with initiatives.  
You help people find the confidence and you make it easier for them to contribute, 
you value their voices, then you sit back and watch the train roll on. Because when 
people feel disaffected, disconnected, and left out they withdraw… If you create a 
process where all views are valued and the process where decisions are made is open 
and transparent and people feel is equitable then they will be involved. I worry 
sometimes that we talk about capacity in a way that we have to give people a certain 
set of skills, I don’t really believe that, I believe that people do have skills and views 
and thoughts and abilities, but we value some over others and we haven’t created a 
space where people feel their contributions are valued.  
4.6.4.2 Community Seeks Additional Projects 
Through community acceptance, community members will grow more confident with their 
abilities and seek new projects to assist community development. As explained by N1, “where 
the community takes responsibility for their community and what motivated them now to make 
plans for other projects, in a business-like way… As the community recognises success, they 
become more motivated to continue pursuits of development.” 
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N4 also commented on the importance about the importance of community acceptance and 
seeking additional projects. “It’s great when a lot of people get on board with an idea but its 
beneficial to also have other things that are of interest to the community.” However, N4 
continued on with a comment about being focused on development. “She tried to create a space 
where all ideas were valued. However, they had to decide what they would put most of their 
energy to.” 
4.6.4.3 Community Operates as Its Own Entity 
This child category includes references about the community gaining independency throughout 
the CBT process. Explaining how the community can gain the capacity to operate as its own 
entity, N1 stated, “When running as business – gain accountability and transparency.”  To 
provide further detail on this, N1 discussed:  
Once they get trained and the business mindset, they then can say they don’t want 
that, we want something else but please come and discuss with us so we can work 
out what we want. This assists the community in being able to gauge which plans 
are feasible and which politicians or government offices are being genuine with 
them because the genuine politician will want the people to be empowered and will 
want them to take charge of their own community and then develop their own plan 
and share it with the politicians and other stakeholders, as well, and the politician 
will help them get the support they desire.  
4.6.4.4 Community Comes to a Consensus 
Community comes to a consensus refers to when community members take an active approach 
to making a decision about a CBT development. As mentioned by C2, “everything is taken to 
the roundtable, where the opinion and ideas are brought to the table and then a decision is 
made.” C2 also added, “the more successful they became the [more] self-sustaining they were 
and more mature they became with the conflict process.” 
4.6.4.5 Community Rejects the Implementation 
As an opposite outcome to community acceptance, the community can also reject the 
implementation of CBT into the community. Although some of the references within this child 
category result in an outcome that resulted in no CBT or development proceeding, other 
references indicate how CBT was initially rejected; but, throughout the remainder of the 
Page | 168 
 
example the community members either accepted or altered the initially proposed 
implementation. 
G4 discussed an example where the government made several attempts at educating the 
community on the benefits of tourism and the reduction of poaching activities. 
So, the government has declared the poaching a national catastrophe and have 
dedicated an extra effort to its attention. So, they searched for the poachers, house 
by house, but the rangers did not do as instructed. They began to beat people, so the 
program failed. That brought a lot of impact; even the minister for tourism resigned 
due to the failure of the strategy.  
C1 provided an example that was initially rejected by the majority of the community members 
who were not initially involved; but eventually they changed minds after benefits started to 
occur. He commented: 
The government wanted this one to be a pilot project and then implement [it] into 
other villages, but regardless there was a lot of scepticism from the community 
members from the inception as they thought it was useless, as it took three years to 
do the exposure trip, gather information, train the members on how to use computer, 
how to collect data, how to do presentations.  
4.6.4.6 NGO was Established 
In some ‘responses’, participants explained how communities participating in CBT projects 
established NGOs. N6 explained, “within environment, many training workshops were 
conducted, benefits of the tourism and a NGO was established… For socio cultural, also a 
handicraft NGO, and two local knowledge NGOs to develop and sustain tourism around the 
community.” 
4.6.4.7 Dependence on another Industry 
The references within this child category depict how tourism was accepted and implemented 
into communities that were heavily reliant on other industries. As stated by G1, “there were a 
lot of communities that had both, tourism and mining; even in mining communities, often there 
are still people that have outdoor or tourism-based activities for profit.” 
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4.6.5 Project Implementation 
As an ‘impact’, project implementation and its many child and sub-categories, as seen in Table 
4.24, are presented within this section. 
 Table 4.24: Impact - Project Implementation 
 
4.6.5.1 Additional Funding was Attained 
As a child category of project implementation, the ‘impact’ of ‘additional funding was attained’ 
includes four sub-categories, as displayed in Table 4.24. Review of the sub-categories shows 
several positive applications of the funding, as well as an example on how funding acquired 
through the government was not applied for the best impact on CBT development. 
N6 mentioned how through his efforts, “The village got the grant, $50000, enough to initiate a 
CBT project in Iran, especially in small villages.” N6 then continued on with “The grant was 
not just for research; it is for physical results, such as workshops with communities, and 
development of tourism facilities.” 
G3 discussed how governmental grants are supposed to work by explaining “they give grants 
to upgrade their facilities and then they monitor the progress they are making.” Additionally, 
G2 discussed how “The ministry has [a] scheme where the homestay gets 5000 ringgits for 
each registered homestay to make improvements.” Whereas, C5 discussed how additional 
funding from the government was expected to be attained in order to improve the tourism 
Sources References
Project Implementation 17 80
Abandoned the original CBT plan 7 18
Community groups could not agree 2 6
Community members become more discouraged about rural opportunities 2 2
Established an alternative approach 4 4
Original initiative was rejected 3 5
Additional funding was attained 10 23
Community began to fund themselves once successful 3 6
Community members did not improve their tourism product 1 1
Government grants 4 4
Investment from private 2 2
Became a model of CBT operations 7 10
Local businesses shut down 2 2
Project gained momentum 6 14
Tourists assist the community 4 13
Parent/ Child/ Sub - Categories
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product offered by the community. He stated how “The Government plans to repair this 
longhouse and the bamboo bridge by next year. I heard that this is a RM1 million project.” 
Concerning investment from private stakeholders, N1 mentioned how, “On private enterprise 
trying to enter the community after it reaches success – once the community establishes a plan 
and begins to attract visitors, then it attracts people to invest.” Additionally, P4 mentioned the 
need to [sic] “Promote and support local tourism investments within the region through donor 
funding/support.” 
As explained by G2, as a negative aspect to the funding process where community members 
did not improve or maintain their tourism product, many of the CBT projects and homestay 
operations only do what is necessary to attain funding for their community. However, quite 
often the community will not keep up with the requirements to maintain the appearance of their 
community attractions and homestays in accordance with the governmental requirements; 
however, they will still receive benefits to the community. G2’s example is presented, as 
follows: 
But, most of them go through the training and do what they are supposed to do for 
the first year or two, but then they become complacent. After you become 
complacent, quality, safety, and the actual experience… there may only be 10 
percent of the homestays that are doing it the right way, while the other 90 percent 
may be in shambles. He has done studies for the east coast, which includes Penang 
and surrounding areas and there are 31 homestays. Only two were getting more than 
2000 tourists a year. The others will get 25-40 tourists. They are still in it because 
of the assistance given to them by the government agencies. The government does 
it for political mileage and say every time they go to the village that they will give 
them X amount to build a road or build a community hall for your cultural 
presentations.   
4.6.5.2 Abandoned the Original CBT Plan  
This child category from the ‘impact’ of project implementation includes both the positive and 
negative outcomes of abandoning the original CBT plan. Positive outcomes are a result of 
alternative approaches that were derived as a result; whereas negative outcomes occur when 
additional conflict arose through this ‘impact’ or when no alternative plans were adopted for 
implementation.  
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Regarding project implementation where the original initiative was rejected, G1 mentioned 
how “The provincial premier then withdrew the lands.” Additionally, after the original 
initiative was rejected, the ‘impact’, as stated by P1 is that, “It has been a stalemate to embrace 
progress.” 
To illustrate how the abandonment of a CBT plan can have a negative ‘impact’ on community 
members or community development, two examples have been provided. G2 explained how 
“The ones that do not do well, they say I don’t want to become a farmer again.” On the same 
note, P4 described the ‘impact’ of how the [sic] “Lack of facilities to facilitate project goals as 
a result withdrawing contribution etc.” 
4.6.5.3 Became a model of CBT operations 
Through the ‘impact’ of project implementation, the developmental scheme became a model 
of CBT operations. As explained by N8 “They are a success story and now provide other 
communities with educational offerings that let them know if you empower yourself and 
believe in yourself, then you can be successful.” C1 also provided a very similar example by 
stating how the community now, “Share experience with other communities so they can 
benefit.” Additionally, G2 provided an example how the government used one CBT location 
as an example of successful implementation: 
One particular homestay, called {Malaysian Homestay}, which is three villages, 
was one of the most successful homestays in Malaysia. It is located near Kuala 
Lumpur, so it was a favourite among government officials when they wanted to 
showcase success of CBT in Malaysia. So they get a lot of visitors; the coordinator 
is a very organised guy, who is a good leader. They had a very systematic homestay, 
and did their job very well.  
4.6.6 Empowerment  
Through the ‘impact’ of empowerment, community members attain the confidence and ability 
to function and implement actions without outside interference. As seen in Table 4.25, four 
child categories and one sub-category have been established to assist in the classification of 
references pertaining to empowerment. An excerpt taken from an example provided by N6 
references how the CBT process faced many challenges from the planning and implementation 
stages, in particularly from the government, but now, the community’s attractions [sic] “is [are] 
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operated and managed by the local community.” N8 provided an effective quote signifying the 
importance of empowerment as an ‘impact’ with the following statement: “Government has 
little intervention at this point. They are a success story and now provide other communities 
with educational offerings that let them know if you empower yourself and believe in yourself, 
then you can be successful.”  
 Table 4.25: Impact -Empowerment  
 
N6 also provided insight into the advantages of empowerment through less corruption by 
stating “Now, as a result, there was less corruption and now there was cooperation, now they 
were able to conduct the workshop.” Also, as stated by N6, as an ‘impact’ derived from 
corruption, which led to empowerment, N6 stated: 
Regardless of the conflict, the power of working together, through more practice, 
despite corruption, physical conflict or whatever, through working together, it’s 
irrelevant of the success. The power of working, even if unsuccessful, the revelation 
to the communities is that they can work together. The community was able to get 
back their power, once I held my ground and was not intimidated, they realised that 
if I can do it, so can they.  
As a negative aspect to empowerment, concerning the lack of confidence within the community 
because they felt abandoned by an NGO, N7 stated: 
When they first detached from the community, they were crawling, they were wondering how 
they continue, but the business was still coming in, they were feeling hurt because they felt 
abandoned, asking why would you abandon me at this age? You should not have even met me 
to begin with. We responded by stating they were given everything they needed, they were 
shown what to do and how to understand, and now people were still coming in. We would still 
promote. (N7) 
  
Sources References
Empowerment 15 55
Develop a community based management scheme 10 18
Corruption 4 4
Less Corruption 3 3
Lack of confidence from the community due to separation from the NGO 1 2
Project fails due to assistance or funding being removed too quickly 1 1
Parent/ Child/ Sub - Categories
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4.6.7 Capacity Building  
As an important aspect to CBT, as found throughout the results provided by the interview 
participants, the ‘impact’ of capacity building is an important aspect to community members 
being able to conduct CBT operations on their own accord. Table 4.26 displays six child 
categories representing the ‘impacts’ related to the outcome of capacity building efforts within 
the community. Important to note is the fact that the NGO’s understanding and capacity 
increased, which is a reference to how through NGO and community collaboration, the NGO 
gained either valuable insight or an additional skillset to assist in projects designated for their 
future assistance. 
Table 4.26: Impact – Capacity Building 
 
When asked about whether confidence builds as training progresses, N1 states: 
What happens is you give them a lot of ‘food for thought’ and they are able to discuss 
things together and they will even ask about the part of the program that they would 
like us to do training of their management team, to manage their community as a 
business, they want to be able to be accountable.  
4.6.8 Participation 
The category of participation contained many positive and negative ‘impacts’. As seen in Table 
4.27, there were a total of 45 references referring to participation. Two sub-categories were 
established: the development of relationships through participation and the youth not getting 
involved.  
Sources References
Capacity Building 15 53
Was attained 9 29
Was implemented 5 7
Trained community members then train others 4 6
Was not attained 4 4
NGO's understanding and capacity increased 3 4
Was not desired 2 2
Parent/ Child Categories
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       Table 4.27: Impact –Participation 
 
4.7 Interrelationships Demonstrated within the Data 
‘Instances’, ‘responses’, and ‘impacts’ can occur in a linear progression; however, as 
demonstrated in the majority of the examples from the semi-structured interviews, the data 
demonstrated relationships between the conflict themes that occurred in a non-linear way. 
Therefore, when assessing conflict management during CBT, the non-linear relationships 
between ‘instances’, ‘responses’, and ‘impacts’ are described within this study as 
‘interrelationships.’ This section presents two minor case studies extracted from the transcripts 
of the Stage 2 semi-structured interviews to illustrate the interrelationships of the conflict 
themes. This shows how both ‘responses’ to ‘instances’ of conflict and the ‘impacts’ to the 
‘responses’ can actually generate new ‘instances’ of conflict. Additionally, there are examples 
of multiple ‘instances’ of conflict occurring simultaneously. These required either a single or 
multiple-pronged response.  
To summarise, within any single CBT project, there may be several feedback loops emanating 
from multiple ‘instances’ of conflict. Just listing the ‘instances’, response, and ‘impacts’ does 
not explain the entire story.  The relevance of the minor case studies in demonstrating the 
‘interrelationships’ of the ‘conflict themes’ is then summarised following the practical example 
extrapolated from the Stage 2 interviews. Specific details of the exact location and stakeholders 
involved in the study have not been included due to ethical requirements (Appendix D). 
4.7.1 Minor Case Study 1 – Understanding Interrelationships within 
the Results 
To illustrate the interrelationships within the data, an example will be provided from the very 
first interview transcript. The example will begin with the context of the CBT project, followed 
by the presentation of a few very simple illustrations, and then the interrelationships will be 
discussed.  
Sources References
Participation 16 45
Relationships were attained 5 11
With tourists 3 6
Younger generations would not get involved 1 1
Parent/ Child/ Sub - Categories
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The interview participant was a private consultant brought in by an NGO in Sub-Saharan 
Africa. The NGO was working on behalf of two communities with adjoining land in South 
Africa. The land was being considered for international recognition, which in turn would 
substantially boost tourism to the region; thus more entrepreneurial and employment 
opportunities for the local population would ensue. Both communities involved in the CBT 
project had an appreciation for the land from a ‘spiritual’ or ‘ancestral’ perspective. 
When asked about ‘instances’ of conflict, the first ‘instance’ mentioned by the interview 
participant related to leadership. Traditional, (otherwise known as ‘tribal,’) leadership still 
prevailed within both communities; however, there was also political, (otherwise known as 
‘provincial,’) leadership overseeing the area and becoming involved with having the land 
internationally recognised. As a result, conflict existed between the traditional leadership of 
both communities and also between the traditional leadership and the political leadership.  The 
‘response’ to the leadership conflicts was collaboration. However, the ‘impact’ of the 
collaboration resulted in more conflict. 
Due to the long process towards collaboration as a result of the leadership conflict, the political 
leadership responded by trying to take responsibility for the management of the land by 
retaining it. Owing to international recognition, the land would then be preserved. During this 
time, NGOs also became involved in the process and tried to build capacity within the 
communities, which displays another ‘response’ and ‘impact’. To be clear, another ‘response’ 
to the leadership conflict was the involvement of NGOs collaborating with the communities. 
The ‘impact’ of this collaboration was capacity building. 
Through the collaboration between the NGOs and the communities, and through the ‘impact’ 
of capacity building, multiple ‘instances’ of conflict arose, related to funding. The first 
‘instance’ of conflict related to funding was the result of increased ‘capacity’, as the traditional 
leadership realised the value of their land in monetary terms. Therefore, there was conflict 
between the traditional and political leadership over the land’s value and who had the rights to 
it. The second issue of conflict that was related to funding was associated with the benefits of 
managing the land sustainably and the financial structure to do so appropriately. Due to the 
prior conflict between the two communities previous to knowing the land’s potential, the 
‘response’ to both funding conflicts was to create two separate agreements on how the land 
would be managed and financed. Essentially, both agreements were the same; however, each 
community wanted to be recognised as their own entity. The ‘impact’ of this ‘response’ was 
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once again more conflict within and between the communities as jealousy arose when funding 
went to certain groups and not others. NGOs have tried to manage the situation on a day to day 
basis, but progress has not prevailed. 
Due to the history of physical conflict between the two communities and the more recent belief 
that some groups were benefiting more than others, the CBT project has reached a stalemate. 
Overall, the interview participant believed that most of the conflict related to this example 
could be attributed to leadership. The ‘response’ the participant believed was necessary was 
for strong, influential, and mature leadership to step forward and complete the deal so both 
communities could benefit. The ‘response’ that was most prolific throughout this example was 
the conduct of workshops to increase each community’s capacity. However, this never truly 
took hold; though, conducting the workshops resulted in community members becoming proud 
of being part of the process and community pride increased—this resulted in them welcoming 
the process. Despite this, the project never got underway, but a positive view on this was that 
through attempting to work together, both communities realised they could achieve something 
in the future and are currently trying to do so on other projects. This quote from P1 sums up 
the underlying issues clearly: 
I think that is the beauty of the whole management building process, with it being 
so participatory, they were so engaged with it that they share a common vision so if 
conflict does enter into the situation they have something to fall back on. So, if there 
is wise leadership there, that wise leadership can stand up and say ‘come on guys, 
look here, we’ve all agreed that we want to establish this, we all agreed on the 
benefits, etc.’ so they have something that can remind them of the importance of 
working together. I think we mustn’t be naive to think that trust is going to be 
maintained and sustain itself, that those dynamics are always going to be there. It’s 
a volatile environment, but at least they have something that could potentially put a 
damper on that volatility and try to bring back that sense of working together.  
Although the quotation summarised some key issues underlying the project, another instance 
of conflict became very clear—trust. As a ‘response’ to this conflict, relationship-building was 
instilled into the workshops and pursued by the NGOs. As an ‘impact’, the communities 
became involved and demonstrated greater capacity towards the process. Although the initial 
project has yet to be achieved, the underlying ‘impact’ on the CBT project has been the slow, 
gradual increase of tourism into the community.  
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The relevance of this minor case study to the conflict management model is to 
demonstrate how multiple conflict themes were occurring at once (instances), which 
resulted in a response, which then led to new conflict developing.  Additionally, this minor 
case study demonstrated how conflict themes can occur simultaneously.   
4.7.2 Minor Case Study 2 – How Conflict Themes Interrelate 
Within an example provided by G1 regarding the implementation of CBT near federally 
reserved land in Canada, several ‘instances’ of conflict arose. The initial conflict that arose 
related to agreeing on standards for environmental protection among five communities located 
in two separate provincial jurisdictions. Although there was already a federal land use plan in 
place, it is possible that could change in the future and the communities involved want to 
protect the land at the highest level. There was conflict defining and implementing a mutually 
beneficial plan. Additionally, the communities wanted to respect indigenous rights, but had 
difficulty trying to define these standards while maintaining the indigenous people’s ability to 
use the land for traditional purposes.  Furthermore, defining ‘community use’ became an issue 
as certain parameters needed to be established that required consensus by all five communities. 
Another ‘instance’ of conflict arose through participation. The initial plan involved eight 
communities; however, only five communities wanted to be involved from the onset of the 
negotiation process. As a result, the plan was returned to the national government for more 
work. The ‘response’ to the mentioned conflicts was ‘community based decision-making.’ 
Another ‘response’ to the mentioned conflicts was for the five participating communities to 
band together as a corporation. Additionally, acting as one corporation, the five communities 
continued to try to get the other three communities involved. As an ‘impact’ from this 
‘response’ and the project’s progression at a stalemate due to the three communities not 
wanting to be involved, NGOs became involved because they could see the project’s benefits 
to both the environment and the communities, particularly the indigenous members. 
There were actually conflict issues surrounding the lack of involvement from the three 
communities. The issues concerned trust, both from a scepticism of the benefits from the 
project and the distrust the aboriginal people have of the government, and education (according 
to the five community corporation). Additionally, since the five community corporation was 
assisting community members to get their businesses started, an inquiry was made about 
conflict with other stakeholders owing to this.  
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G1 went on to discuss how the five community corporation believed they had the right to give 
tours on the land and this created a conflict with the federal government because although an 
agreement was in place to assist the five communities, the land was still under federal control. 
The ‘response’ to this instance was to work with the federal government. The ‘impact’ was that 
the communities received a permit to conduct tours. Although the communities could have run 
the tours prior to the permit with little interference from the government, because of the recent 
agreement and by going through the appropriate process, the communities made a decision that 
would lead to more prolonged benefits over inherent tribal rights. 
The relevance of this minor case study to the conflict management model is demonstrate 
how multiple conflict themes can affect each other as a catalyst for additional conflict 
themes and also how conflict themes can occur simultaneously. 
4.8 How to Attain Success – The Review of Two Major Case 
Studies  
During data collection, the researcher conducted two main groupings of interviews at two CBT 
projects, currently at different stages of development. In addition to interviewing key 
participants involved in the CBT process at the two case study sites, observations were also 
made to confirm or assist in understanding interview participant explanations of both conflict 
management and the development of CBT within the community. 
To demonstrate the ‘instances’, ‘responses’, and ‘impacts’ of conflict pertinent to the evolution 
of the two case studies and to show how conflict management influences CBT projects, the 
case study examples are presented by providing a context of the region and CBT products 
within the region, along with the explanation of the components of conflict and their 
corresponding management, and how this has influenced the evolution of CBT within the area.  
The two major case studies benefitted this research through the additional collection of data 
and observation of CBT operations at both locations.  By reviewing both CBT operations, 
additional insight was attained into the process of how to manage conflict and to develop a 
successful CBT offering.  Due to ethical considerations, the specific details of the communities 
assessed for the case studies are not included in the text. 
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4.8.1 Malaysian Case Study 1 – Example of Successful CBT 
Implementation  
For Case Study 1, four interview participants provided insight into the context of the CBT 
operations and the related conflict themes. The participants included C1, a top-ranking official 
associated with all CBT operations at the site; C2, a community member who has risen through 
the ranks to be a top-ranking manager; N7, a NGO official who was associated with the CBT 
project in the early stages; and G2, an academic who has assisted the Malaysian government 
on several CBT related studies. 
4.8.1.1 Background on Case Study 1 
Contextually, CBT activities associated with this community can be termed as community 
based ecotourism, as their key operations include the conservation of the wildlife and 
restoration of the natural environment. Due to the benefit sharing mechanism employed 
through the initiative, it is considered a ‘community cooperative’. It is located in Kinabatangan, 
which is one of the biggest districts in Sabah, eastern Malaysia, at 18,000 sq. km., and is 
commonly referred to as Borneo. The area is internationally recognised for its natural 
attractions.  The CBT project includes a homestay alliance and A-frame accommodation, 
located in the wildlife sanctuary which covers 2600 acres. 
The community cooperative consists of four villages.  In the four villages there are 
approximately 1,700 people, and many work as fishermen or subsistence farmers, in schools, 
or on the oil palm plantation. From these four villages, over 200 community members actively 
participate in the cooperative’s initiatives and there are approximately 35 registered homestays 
that have received certification.  
4.8.1.2 Initial Instances of Conflict Occurring at Case Study 1 
In terms of the local people, whose name means ‘river people’, the area is quite mixed in terms 
of culture, with ten different local languages being spoken. Owing to the diversity, the area 
possesses a certain uniqueness manifested in original stories, arts, and dance. Many of the 
‘instances’ of conflict associated with the village can be linked back to when the land was 
initially stripped of its lumber, and the period following when the oil palm plantations and the 
corporations that owned them were established, which resulted in many of the people no longer 
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working. Initially, the key ‘instances’ of conflict were internal, as they were a result of a lack 
of capacity among community members. The ‘instances’ of conflict affecting the community 
members at the forefront of CBT-related activities included capacity building, education, 
empowerment, motivation and participation.  
4.8.1.3 Developing a Multi-pronged Response to Assist both the Community 
and the Environment 
As a response to the environmental degradation of the area and to build capacity within the 
community, funding for research and planning came in 1997 from an NGO because much of 
the land was already committed to oil palm plantations. An initial community organisation was 
established to oversee the efforts. From the NGO’s perspective, the goal of the project was to 
preserve the wildlife; however, from the community aspect, the aim of the project was to 
revitalise the land and create an alternative income for the villagers.  
As part of planning process, 30 to 40 youths from the area were invited to participate in 
workshops, and to renovate an old building, so there would be a designated area where training 
and village discussion could be conducted. The initial community organisation then began to 
devise their planning efforts. This was done not just for economic purposes but also for 
community planning, as many in the community were not very well educated.  
As an internal ‘response’ to ‘instances’ of conflict associated with education, capacity building, 
and empowerment, starting in 1997, five phases were established to gradually increase the 
village members’ exposure to CBT and its benefits. Currently, the CBT cooperative is in the 
operation phase. 
The five phases are: 
1. Research 
2. Exposure 
3. Brainstorming 
4. Detailed Planning 
5. Operations. 
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4.8.1.3.1 Research 
The first phase, research, consisted of 1) gathering information about the forest by doing a 
wildlife study of the area; and 2) a cultural study on traditional costume, food, handicraft, 
legends, and the final step of compiling the information. Additionally, during this phase, 
information was compiled on business and marketing practices.  
4.8.1.3.2 Exposure 
For the second phase, as a means to educate the members on appropriate tourism practices, 
members were sent to Mount Kinabalu, as well other tourist sites across Sabah and Sarawak, 
to learn about tourism through exposure. This was funded by the NGO and justified as a 
capacity building exercise.  
The ‘impact’ of the capacity building ‘response’ was that members were able to learn useful 
skills through first-hand experience. These skills, developed through witnessing good practice, 
included how to run services, to understand the problems that can arise at a tourist site, to 
manage tourist arrivals and how to market, as well as how to present interpretations. 
Furthermore, through more hands-on experiential opportunities, community members were 
exposed to additional training on how to use the computer, how to speak English, how to do 
presentations, how to do a report, how to record meeting minutes, monitor meetings, and so 
forth. This ‘response’ and related ‘impact’ are classified as being a success due to the informal 
training methods used to teach community members who were not formally educated.  Initially, 
despite this training, another ‘instance’ of conflict arose, as the community members grew 
sceptical (classified under ‘trust’) of the benefits of CBT, since the research and exposure 
phases had taken three years.  
4.8.1.3.3 Brainstorming 
Despite conflict surmounting due to scepticism, facilitators proceeded on to stage three, 
brainstorming, which involved listing all the activities members thought would be good for 
both the community and visitors. The initial CBT activities were then chosen in accordance 
with the capabilities of the people of the community. The first of these was the homestay 
program, as it enabled an accessible, low-cost means of providing accommodation that could 
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include community members. Secondly, since a significant number of community members 
were fishermen, boat services that provided sight-seeing tours were planned. The third activity 
chosen was associated with handicrafts and their sale. Additionally, as an internal response 
used to motivate community members and as a team-building exercise for those who were not 
used to working in a team, a kayaking club for community members only was established. 
Other additional activities that emerged at this time were the eco-camp—an accommodation 
measure to promote conservation—a jetty, and a shop to sell the handicrafts. 
4.8.1.3.4 Detailed Planning 
Once the brainstorming phase was completed, detailed plans specifying their objectives, their 
initial CBT offerings, operation guidelines, marketing plans, product implementation, cost 
estimates, and letters of support /certificates were compiled into one working paper. To combat 
conflicts related to safety, boat services responded by implementing international regulations 
and operational guidelines. This included providing all visitors with a briefing about the boat 
vessel and safety, a life jacket for each passenger, and proceeding slowly down the river. All 
this information needed to be presented clearly in a standard operating procedure document. 
The ‘impact’ of meeting these requirements resulted in being an accredited river tour provider.  
Operational procedures were also produced for the homestay and handicraft operations. To be 
accredited as a homestay, strict guidelines had to be met, which abided not only to the homestay 
association, but also to the Malaysian Ministry of Tourism. Originally, the homestay 
association commenced with seven homestays; today, there are 35 homestays located within 
four kilometres of each other. 
4.8.1.4 Involving the Community 
At the commencement of community participation, there were many ‘instances’ of conflict 
originating from the community and their lack of understanding regarding the benefits CBT 
could bring to their community. The majority of the community members did not understand 
what was going on and would not accept the original community organisation’s explanation. 
As a response to this, much time was spent ‘walking’ the community through the benefits. The 
‘impacts’ resulted in the community becoming more educated and participating at greater 
levels as greater numbers of tourists began to arrive. Another ‘impact’ was related to the 
growing motivation instilled by the reception of benefits and the improvement of livelihoods. 
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Initially, to combat ‘instances’ of lack of education and participation, all working papers were 
presented to the local villagers and leaders who were willing to participate from the onset. The 
presentation needed to be detailed and thorough, as the purpose of the presentation was to not 
only inform the audience of the correct procedure that would need to be followed precisely, 
but also to find out which community members were interested in participating in CBT 
activities. In response to community members who were not members of the initial community 
organisation that had received no training to date, the youths who had been involved to this 
point would conduct workshops and training sessions, in addition to presenting the strict 
protocol of operations to be followed by the community member should they offer their 
services. Another ‘response’ to participation, coupled with education, was the establishment of 
associations, related to homestays, handicraft, or boat services.  
The ‘impact’ of those two ‘responses’ was related to community members being able to share 
ideas and methods of good practice with each other. Another ‘impact’ of the association was 
associated with the separation of the services, which enabled each to be run separately. In 
addition to whatever association/s members chose to be involved with or as a less demanding 
contribution to the CBT, community members were asked to participate in handicraft-making 
and cultural dance proceedings. The ‘impact’ of asking members to participate at a small level 
built internal trust, and enabled initial involvement, which again, can be classified as a 
‘response’ to the ‘instance’ of participation. 
4.8.1.4.1 Establishment of a leadership scheme 
In response to conflict associated with disagreements between leaderships, which would 
include the CBT leaders and the leaders of the village, the members of the CBT organisation  
presented a thorough presentation about the structure of the benefit scheme to the community. 
Also included in this response was the detail on who would run the activities and what the role 
of the leaders was in relation to the CBT agenda. Overall, the CBT leadership was able to 
separate the political leadership from the business leadership, which is unique to most CBT 
operations. 
4.8.1.5 Establishing Alternative Means to Generate Initial Visitation 
Another instance of conflict at the start of the CBT operations can be associated with occupancy 
levels. As a response, educational programs with schools were established. To offer more 
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options to visitors, the option of staying in the homestay or in the forest, in camping tents or in 
huts was included in this response. The forest accommodation was an environmental 
conservation ‘response’, as well, as it enabled visitors to get closer to nature and ‘enjoy the 
sounds of the forest,’ as explained by C1.  In 2004 the forest accommodation eventually became 
the eco-camp, which passengers arrived at via a scenic boat tour.  
4.8.1.6 Realising the Impacts of Environmental Conservation 
To assist in conflict areas associated with environmental conservation and facility construction, 
volunteer tourism was instigated to aid this ‘response’. In 1998, a fire had cleared out much of 
the forest. The successful ‘impact’ of the volunteer efforts included many new trees being 
planted, trails being carved, and new structures being built. As another ‘response’, external 
funding assisted with the efforts.  Today, most visitors become involved in conservation efforts 
to some extent. Since its inception, the tree planting activity had replenished the previously 
depleted area with 284,000 additional trees (as of 2012). 
Also from the conservation aspect, another key ‘response’ involved the ‘instance’ of wetland 
restoration. The ‘response’ involved receiving external funding to remove Salvinia molesta 
from a large lake that borders the eco-camp. The funding paid for equipment and services to 
remove the aquatic weed before it was able to kill all the aquatic life. The ‘impact’ of this 
‘response’ was that the weed was completely removed in 2006. However, during the site visit 
in December 2013, the weed had returned to cover approximately half of the lake. Therefore, 
this response is classified as unsuccessful; however, constant maintenance of the lake would 
have reversed this classification. 
4.8.1.7 Establishing a Cooperative for the Benefit of all Community Members 
Prior to the completion of the eco-camp in 2003, the three associations (homestay, handicraft 
and boat services) were combined under one umbrella, into a single cooperative. By this time, 
the original 30 to 40 members had now expanded to 260 members. Under the cooperative, 
everyone in the community receives a share from the tourist activities. This includes members 
who are not even involved with any of the activities, as they have established alternative income 
means. Despite this, they still receive benefits. In 2012, all CBT cooperative members received 
on average income between 500 to 3000 ringgits per month. 
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The benefits of the cooperative are realised through time and patience with the CBT project. 
By 2012, the community received approximately 3000 visitors, with 7000 nights stayed. The 
2012 visitation figures, along with activities, equated into nearly two million Malaysian 
ringgits. From this total, 80% is returned to the community, with 20% going to administration. 
The approximate two million ringgits is realised through 1.3 million ringgits coming in from 
ecotourism and homestay operations, while another 600 thousand is derived from reforestation 
efforts.  
Through time, patience, and diligence and by thinking about the community first when initially 
wanting to implement conservation efforts, the program can be termed a success. So much so, 
from the community aspect, that profits from the program are put aside into a small fund to 
assist any member of the four-village community. From the funding aspect, although initially 
dependent on NGO money originally, the cooperative now funds some of its future aspirations 
as a result of the success it has achieved. 
4.8.1.8 Encouraging and Implementing Active Community Participation 
With the success of the program, a community centre was erected that serves not only as the 
base for CBT administration operations, but also provides a gathering point for cultural 
presentations, such as dance, a place to sell the handicrafts, and an area for tourists to gather 
before their activities or to relax. However, the most important aspect of the centre is its 
function as a community meeting place to consistently review all aspects of the CBT operation 
and to discuss and navigate through any ‘instances’ of conflict that have arisen. 
The major ‘impacts’ of the community meetings include transparency, which builds trust, and 
motivation. By having very regular meetings, the community stays involved with the project 
and remains motivated to contribute their ideas and/or concerns. As explained to me by C2, to 
this day, most decisions reached by the community still involve many ‘instances’ of conflict. 
However, as observed, the community debates extensively to reach a solution. With the success 
of CBT in the community, the members and project are becoming more self-sustaining and 
more mature with the conflict process. Owing to this, C2 also added how “sometimes they need 
to ignore those from the outside, need to persist and continue on with what they want to do and, 
over time, the benefits will be realised.” 
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4.8.1.9 Looking to the Future 
Overall, CBT has been a success in Case Study 1, to the degree that they are able to provide 
educational sessions for other communities who want learn about CBT practices that work. To 
add to this point, since 2002, the various aspects of the project have been receiving both 
national and international awards. This success has promoted partnerships which extend around 
the globe. Currently, under the cooperative, bilateral industries have been established to 
provide community members diversity and to assist in being self-sustaining. As a result of this 
success, from both the community and environmental aspects, additional activities are being 
planned for future incorporation, and capacity building within the community continues to 
flourish. 
4.8.1.10 Summary of the Case Study 1 Results Influencing Success 
Within this section, the Case Study 1 results that have influenced the success of the CBT project 
will be reviewed. 
From the onset of the community’s ambitions to revitalise the land and create an alternative 
income for community members, there was a plan in place for both the short and long-term.   
Due to this plan, the needs of the community were accounted for, along with the economic and 
environmental initiatives. To initiate participation, the initial community organisation 
organised youths from the community to participate in capacity building efforts. From the 
onset, many meeting were held for members of the CBT organisation to express all their 
concerns.  During these meetings all instances of conflict and future plans were discussed.  
Currently, meetings are held several times a week to keep the community members active, 
motivated, and to know they have a voice in their future. 
From the initiation of wanting to bring benefits to the community, the community members 
were sceptical.  During this time, they did not understand what could be achieved.  In response, 
leadership remained patient and continually educated the community on the different aspects 
of the plan.  As a result, the community members became more educated about the various 
components of CBT and its benefits.  Additionally, through the patience, focus, and knowledge 
displayed by the leadership, this assisted in motivating the community members towards 
participating in meetings to assist in improving their livelihoods.  Leadership encouraged 
community members to do what they felt comfortable with.  As more tourists came and as more 
benefits were achieved, participation levels increased. Also, to keep community members 
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motivated, they instilled informal teaching methods and also established a kayaking club for 
community members to assist in team-building exercises. 
To assist in the attaining the local leadership’s support, the CBT leadership presented an initial 
plan on how the benefit scheme would work, which in turn built trust with the local leadership.  
Over time, as more tourists arrived annually, the benefit scheme was transformed into a 
cooperative, which meant that all community members, regardless of participation, would 
receive some financial benefit from the CBT operations.  Through the cooperative process, 
community members became empowered to participate in decisions regarding the future of 
their community. 
Case Study 1 began in 1997, and established five phases to ensure the final stage, operations, 
would be successful.  Originally there were seven homestays, which had increased to 35, at the 
time of data collection. At the time data was collected from this case study, they had been 
providing instructional ‘demonstrations/ lessons’ to other community organisations from 
across the globe for several years and were in the planning stages of implementing bi-lateral 
industries to become more empowered and establish opportunities for community members not 
interested in CBT. 
4.8.2 Malaysian Case Study 2 – Example of CBT within the 
Developmental Stage 
Case Study 2, which is located approximately a thirty minutes’ drive from Kuching, Sarawak, 
Malaysian Borneo, also included four interview participants and observation. The participants 
include a homestay operator who has been the leader in bringing CBT to the community, who 
was interviewed at the beginning and at the end of the case study (interviews C3 and C7); C4, 
the village headman; C5, a tourist information centre operator; and C6, another homestay host. 
Due to the conflict in the community between the village leadership and the homestay 
operators, which will be detailed further in the case study, there was some conflicting 
information received.  
4.8.2.1 Context of the CBT Product Offering 
The homestay program for Case Study 2 commenced in 2006. Case Study 2’s main attraction 
is the traditional longhouses. The longhouses are located within the village. The main homestay 
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area is located within a five minute drive/20 minute walk from the village; however, there are 
also homestay offerings in the village, equating 13 in total. Despite the separation, cultural 
attractions are staged at both locations. Currently, the community is divided between those who 
want CBT and its benefits and those who are not interested. As a result, the conflicts illustrated 
within this case study are classified as internal, except where noted otherwise. 
4.8.2.2 Conflict Pertaining to Monetary Disputes 
Many of the key ‘instances’ of conflict can be related back to monetary issues, which include 
costs and distribution. An example of costs and how these combine with conflict issues 
regarding participation can be understood when looking at participatory levels. As a ‘response’, 
community meetings have been established to educate community members about the benefits 
of CBT; however, thus far these have proven unsuccessful. 
The community currently profits through visitors staying at the homestays. For each guest 
received, five ringgits are donated for the entire community’s benefit. This money goes to 
administration officials overseeing the information centre and can be justified as costs are 
accrued through the marketing of the destination. Additionally, each time a tourist visits the 
information centre, they must contribute six ringgits for the benefit of the community. In 
addition to marketing, the information centre also provides educational awareness to visitors 
about the longhouses and the local customs. The money accrued at the information centre is 
then handed out to the leaders of the village, which is also an ‘instance’ of conflict affecting 
the community. 
Not surprisingly, the homestay charge to the tourist is based on the package they wish to engage 
in. Firstly, five ringgits is automatically given to the information centre from the homestay 
operator. Then 10% of the total is put into a homestay operators’ fund, as an emergency fund 
should anything become them. Additionally, if an external tourism operator brought the tourists 
to the area, then they receive 10% from the homestay operator. The balance is then retained by 
the homestay operator to account for services rendered, including accommodation, food, and 
any performances. As a whole, the homestay operator benefits, but the community has 
continual conflict with the distribution of funds because they believe they should be receiving 
a greater portion of the dividends.  
Many of the community members who do not contribute any services want larger payouts from 
the CBT operations. However, they do not understand the costs to operators, which is an 
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educational conflict and there has yet to be any successful response to this instance. One 
response that has been pursued by the homestay operators is trying to get the community more 
involved in CBT operations more frequently. This has been ineffective due to two additional 
conflict ‘instances’ that have arisen. These involve the increased costs to the homestay 
operators who are already receiving marginal profits because they have tried paying 
community members more money to participate in cultural activities and also the 
dissatisfaction of community members wishing to receive greater compensation related to their 
participation efforts. The ‘impact’ related to this is affiliated with the greater divide within the 
community that occurs between village leadership, community members, and those pursuing 
CBT operations. 
4.8.2.3 The Need for Additional Educational Responses 
In addition to community members not understanding the concepts of costs and benefits 
received, educational conflict arises again between the community and homestay operators 
because they do not understand the residual effects of tourism to the area. As previously 
mentioned, the community already receives payouts from the money accrued at the information 
centre. Additionally, as a result of tourism, the community experiences greater profits from 
services rendered, which would include increased sales at the shops. Despite this, many 
community members are still not understanding the business aspect involved with CBT and do 
not make an effort to sell any products, including local handicrafts.  
A good example illustrating the lack of understanding regarding how to provide a tourism 
offering is illustrated with the local museum located in the village. The museum remains locked 
the majority of the time and the key is rarely handed out to visitors. Additionally, despite the 6 
ringgit paid to the information centre, a tour guide is not provided for tourists to explore the 
village. The community is also unwilling to provide a tour guide for an additional charge 
because they believe that should be the responsibility of the homestay operators, which clearly 
shows the lack of motivation within the community. Due to these factors, many of the cultural 
aspects of the community remain hidden from visitors unless they pay for a cultural 
presentation. This has created a further divide within the community as many members wish 
to share and/or preserve their culture through exposure, while others wish to lock it away or 
disregard it, unless they receive payment. 
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In response to the lack of education, the homestay operators have continued to make it their 
mission to lead by example, to network, and to continually try to educate the community about 
the benefits. Showing the community how other members have financially benefited has 
proven to be the most effective way. Through networking, the homestay operators try to learn 
about what different members of the community would be willing to do to assist. Therefore, 
their ‘response’ is to try to accommodate each community member based on their particular 
skillset. Once a community member becomes somewhat interested, the operators then get them 
involved as much as possible and pay them for their services. This response has had success; 
yet, convincing members to participate remains a challenge.  
4.8.2.4 The Need to Motivate 
Due to the lack of education and the community not understanding the opportunities of CBT, 
as well as the motivation issues facing the community, community members not interested in 
CBT have responded by expressing their intention to separate from the homestay operators. 
Although they already do not understand the work that has been done by the homestay 
operators and the government, their disdain caused by the conflict issues has made them state 
that they want to start a separate homestay operation and that they want CBT eliminated 
altogether from the village. Some members of the community have stated how they could 
‘survive’ just as well, without CBT. However, this is untrue, as their monthly dividend benefits 
would then be taken away. 
A concern of the homestay operators is that without CBT, they believe there would be little 
interest from the community to preserve their culture. When this issue is raised with community 
members, they don’t seem to really care as ‘they don’t have teamwork or have an understanding 
of success,’ as stated by C3. As a response to assist in motivating community members and as 
a way to receive benefits, the homestay operators have encouraged community members to get 
involved with CBT by participating in tourist activities in which they are skilled or interested. 
4.8.2.5 The Need for Strong, Influential Leadership 
Another key instance of conflict pertaining to this community is with the leadership. Due to 
the hard work of the homestay operators, the Malaysian government decided to assist this 
community; however, to this point, the local leadership has yet to provide any clear direction 
to the people. As a leader of the homestay operators, C3, has been and remains willing to handle 
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the business aspects of CBT, but due to all the conflict issues in the community, village 
leadership needs to provide direction and encouragement to the community. Currently, the 
leadership is viewed as being a catalyst to the conflict as they stir controversy between the 
operators and the community by ‘breaking the community down into pieces,’ as stated by C3, 
which means they promote the lack of motivation and confidence until greater benefits can be 
realised. In response to this conflict, C3, C5, C6 and other homestay operators have been 
leading the implementation of CBT by trying to educate the community. 
Another example of conflict that illustrates the conflict with both the leadership and with 
monetary benefits is related to the village wanting the homestay operators to relocate outside 
the village and pay royalties for using the village name. This instance of conflict was mentioned 
by both C3, a homestay operator, and C4, the village leader. The conflict between these two 
separate leaderships emerged during the interview process, as C4 provided some information 
that was observed to be false or conflicting. C3 was obviously unhappy with the village 
leadership, but her information was observed to be truthful and was also supported by the other 
two case study participants. 
The key issue with the village leadership is they do not fully understand the benefits of CBT to 
the community. For example, although not perceived as a solution, the government provides 
funding to potential homestay operators to improve their facilities to become accredited, but 
even though this assists both the proprietor and the community, local leadership does not 
encourage this. Leadership has been unable to provide any solutions for the community or 
alternative plans to assist them. Frustration grows among the homestay operators because they 
want more community members to become involved. Although not implemented yet, C3 wants 
to respond to the leadership conflict by encouraging other members of the community, who 
have entrepreneurial ideas and/or plans for the future, to become involved in village leadership. 
She is certain at least 50% of the community, which represents the homestay operators and 
those favouring CBT, would encourage this. 
The homestay operators have been the bridge between the community and the government. 
The operators continue to network and make arrangements with the government to secure 
additional funding for the benefit of the community. 
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4.8.2.6 Establishing Goals for the Future 
Due to the conflict that has arisen because many community members have not participated, 
attempted to build capacity, or develop a sense of empowerment, the homestay operators are 
hoping that within ten years, the situation will have noticeably improved. The plan is that year 
by year, as more tourists come to the area and more benefits are realised, then more community 
members will get involved. As part of the process, the operators will continue to try to educate 
the community members on the aspects and benefits of CBT. As part of this education 
‘response’, the operators want to promote the community’s involvement in entrepreneurial 
endeavours. They realise that their message needs to remain as simplified as possible. The 
‘impact’ of this ‘response’ is yet to be determined.  
Another ‘response’ the homestay operators want to implement to assist in receiving greater 
visitation rates and increased community benefits is to partner with nearby villages that 
currently, do not offer homestay accommodation. To achieve this, the nearby villages would 
charge an entry fee to the tourists and also a fee for the tourist guide. The homestay operators 
would then earn benefits from the tourists staying overnight, the transportation fee, and also 
from any other activities the visitor chooses as part of their package. 
As another ‘response’ to conflict issues facing the community, members who back CBT are 
trying to get the youth more involved with all aspects of the tourism offering. As part of this 
‘response’, a homestay operator course has been established to educate the youths upon 
graduation. 
4.8.2.7 Summary of the Case Study 2 Results Influencing Success 
The Case Study 2 results relating to success will be summarised within this section. 
As evident through Case Study 2, one of the main reasons for the continual conflict within the 
community is a result of the community not participating in the CBT process and only wanting 
to receive the financial benefits because CBT is occurring in their village.  Due to this reason, 
it has become difficult to ascertain participation in the development process and for the CBT 
leadership to focus efforts on the consensus benefit.  As a result, only those who are currently 
participating in the CBT process are providing input, which has the other community members 
feeling disenfranchised. The CBT operators are working with the community members to 
establish a compromise with the benefits that would enhance participation and increase 
acceptance. 
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Due to the conflict between the CBT leadership and the local leadership, there remains a divide 
within the community regarding the acceptance of CBT, and as a result, the amount of 
participation from community members. To encourage participation, current CBT leadership 
has continually tried to educate the community about the benefits that can be achieved through 
CBT.  At the time of data collection, plans were in place to attain more participation 
establishing more of a leadership structure, and also encourage and support of entrepreneurial 
ideas from community members for implementation. 
As evident within Case Study 2, many of the community members have wanted instant 
increased financial benefits to the entire community from the introduction of CBT despite the 
establishment of a communal fund.  Due to this conflict, many of the community members 
have not wanted to get involved in participating, which has had several residual effects, which 
include tourists not experiencing an authentic product or feeling welcome and other community 
members feeling disenfranchised from the process due not understanding that benefits increase 
over time. 
The CBT leadership and the community members that were interviewed, who currently 
participate, understand that they are involved in a long process.  They have acknowledged that 
slowly, as more benefits are accruing, that more people have begun to participate.  The CBT 
leadership has fully acknowledged that a ten year plan, from the time of data collection, was 
still needed to attain all the desired benefits of CBT. 
The CBT leadership was able to ascertain funds from the government that will be used to 
preserve the traditional longhouses, which means the community members that live in the main 
village will receive benefits to assist in the preservation of their home.  Also, as part of the 
funding package offered by the Ministry of Tourism, there is a grant offered for community 
members who will make improvements their house to accommodate tourists through the 
homestay program. In an attempt to increase visitation, which would mean greater benefits to 
the community members, the current CBT leadership is in the process of trying to partner with 
nearby villages that have cultural or environmental product offerings, but are not certified by 
the Ministry of Tourism for homestay operations. 
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4.8.3 Emergent Data from the Results 
 
As displayed in Table 4.28, the data that emerged from both stages of the research design is 
presented. For the ‘instances’, ‘responses’, and ‘impacts’, the seven most frequently referenced 
categories from each stage is listed.  The data related to the ‘interrelationships’ is also presented 
in accordance to the various scenarios that occur during conflict management.  Within the 
‘success’ column, the results revealed six practical recommendation, which will be presented 
in the next chapter.  
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Table 4.28: Emerging Conflict Concepts Found within Stage 1 and Stage 2 of the Research design 
Instances Responses Impacts Inter-relationships Success
Stage 1:
 - Conflicting Interests  - Attempt to establish stronger communication between stakeholder groups  - Minimal to no impact towards conflict resolution  - Linear progression  - Proper implementation of planning
 - Resource Management  - Advocate an environmental initiative  - Tourism development has slowed or stopped  - New conflict develops  - Dedicated leadership
 - Environmental Management  - Build support system with other stakeholder groups  - Community developed capacity for CBT operations  - Conflict themes occur simultaneously  - Benefit scheme
 - Project Management  - Stop working with another stakeholder group  - Additional stakeholder groups have withdrawn interest or become less confident  - Multiple conflict themes affect each  - Successful CBT takes time
 - Capacity  - Educate another stakeholder group  - Established new partnerships within the tourism industry    other as a catalyst for addtitional conflict themes  - Funding to empower community
 - Community Opposition  - Failed to provide assertive leadership  - Collaboration between affiliated stakeholder groups resulted in a positive outcome  - Partnerships and networks
 - Planning  - Allow another stakeholder group to increase their capacity within the project  - Created more tourism awareness within the community
Stage 2:
 - Project Implementation  - Product Implementation  - Product Offering and Diversification
 - Benefits  - Management  - Community Benefits
 - Participation  - Capacity-building  - Community Acceptance
 - Stakeholder Opposition  - Collaboration  - Project Implementation
 - Human Resource   - Marketing  - Empowerment
 - Environmental  - Education  - Capacity Building
 - Collaboration  - Communication  - Participation
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5.0 Discussion 
5.1 Introduction 
The data presented in chapter 4 will be discussed in this chapter in relation to the five research 
objectives that have guided this study. Sections 5.2, 5.3, and 5.4 will address research 
objectives #1, #2, and #3, respectively, discussing the ‘instances’, ‘responses’, and ‘impacts’ 
related to conflict. As the data demonstrated, there were many ‘interrelationships’ within, 
between, and across the conflict themes of ‘instances’, ‘responses’, and ‘impacts’. Each of 
these different types of interrelationships will be presented in section 5.5, which addresses 
research objective #4. Section 5.6 will then attend to research objective #5 by discussing how 
the data attained during this study can influence successful outcomes to CBT by understanding 
how conflict management can exert a positive influence on the CBT project. A key aspect to 
attaining successful outcomes and realising that positive results can be achieved is attained 
through understanding the interrelationships of the conflict themes and recognising that conflict 
management during CBT is not a straight-forward process. 
In addition to the examination and discussion of the research objectives and empirical data 
collected in this study, references to the literature will also be presented within this chapter. 
Throughout the discussion of the data, explanation will be given about how the results of this 
study confirmed existing knowledge, expanded upon existing knowledge, was in contrast to 
existing knowledge, or how the results established new knowledge within the research area 
centred on conflict management during CBT. 
5.1.1 The Outcomes of Stages 1 and 2 
Stage 1 was implemented to prepare for  Stage 2 by providing the basis for the interview guide; 
however, the data showed that, when interviewees were given the opportunity to discuss the 
‘instances’, ‘responses’, and ‘impacts’ in more depth during Stage 2, there was a disparity in 
the richness of the results. In Stage 1, respondents had to be direct and only list the first 
‘instance’ of conflict that came to mind, followed by the ‘response’ and the ‘impact’. As a 
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result of the data collection methods used during each stage, Stage 1 demonstrated more ‘linear’ 
results; whereas, Stage 2 demonstrated more richness and complexity, as would be expected. 
The most common conflict concepts found in Stage 1 differed from the most prolific themes 
that emerged during Stage 2, and these can be reviewed in Table 4.28. Furthermore, the Stage 
1 results did not have any correlation with the most emergent themes from the literature 
although, when reviewed with the Stage 2 results, the literature became much more applicable.  
The reason why the Stage 2 results were more representative of the literature was because of 
the detail that emerged during the interview process.  Meaning, due to the Stage 1 participants 
comprehension of the ‘linear’ format that the questions were presented in, they provided data 
on the first ‘instance’ of conflict that occurred to them during their CBT experience, followed 
by the corresponding ‘response’ and ‘impact’.  However, in Stage 2, due the semi-structured 
approach and use of the CCM, interview participants were constantly providing additional 
depth to their answers. As a result, after analysis, more synchronicities with the literature were 
apparent. 
5.1.2 Reviewing the Purpose of the Research 
The research objectives are restated as section headings throughout the remainder of this 
chapter. To review, the purpose of this research is to: explore how key stakeholder groups 
manage conflict with other key stakeholder groups during a CBT initiative. 
5.2 Research Objective #1: To Explore Instances of Conflict 
between Key Stakeholder Groups within CBT initiatives 
Past studies on CBT did not specifically label ‘instances’ of conflict management; however, 
when reviewing the literature on CBT, it is clear that conflict occurs, as this has been mentioned 
within the literature. Therefore, although conflict has been discussed in the literature and many 
authors have mentioned ‘instances’ that have led to conflict, as presented in Chapter 2 (Table 
2.4), and as included in Table 5.1, the research objective of this study was to explore the 
‘instances’ of conflict specifically occurring during CBT.  
The ‘instances’ of conflict in actual CBT projects that were described during the detailed 
interviews of Stage 2 demonstrate that many of the concepts mentioned within the literature 
are relevant when discussing particular, actual ‘instances’ of conflict. This section reviews the 
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comparison between the emergent ‘instances’ of conflict deciphered from the literature with 
the key ‘instances’ of conflict that were particularly relevant during the primary research 
process. 
5.2.1 Summary of the ‘Instances’ 
Displayed in Table 5.1, are the key ‘instances’ of conflict that emerged during the literature 
review, as well as the most prolific ‘instances’ of conflict described during both stages of the 
research design. 
Table 5.1: RQ1: ‘Instances’ Summary 
  
Literature:
 - Benefits
 - Implementation 
 - Power Relations
 - Participation
 - Funding
 - Lack of Capacity and Education
 - External Interference 
 - Communication
 - Government
 - Resource Management
Stage 1:
 - Conflicting Interests
 - Resource Management
 - Environmental Management
 - Project Management
 - Capacity
 - Community Opposition
 - Planning
Stage 2:
 - Project Implementation
 - Benefits
 - Participation
 - Stakeholder Opposition
 - Human Resource  
 - Environmental
 - Collaboration
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5.2.2 Comparison of the Literature to Instances Results 
Within this section of the Discussion, the emergent themes from the literature will be analysed 
against the key categorisations of conflict ‘instances’ that were frequently mentioned during 
Stage 1 and Stage 2 of the research process. Where appropriate, the discussion will assert which 
aspects of the categorisations were similar or varied. Summaries of how the primary research 
corresponded with the literature will be provided at the end of each sub-section addressing a 
categorisation. 
5.2.2.1 Project Implementation 
The most prolific categorisation of ‘instances’ of conflict from Stage 2 was project 
implementation, which was also a key aspect derived from the literature. The ‘instances’ related 
to implementation were in relation to aspects of CBT that pertained to those occasions when 
implementation was not done well or supported. Within the literature review, many problems 
and issues were illustrated, either generally or specifically, that would classify as ‘instances’, 
about when implementation was not supported, done well, or well-funded. Additionally, two 
key aspects discussed within the literature as ‘instances’ of conflict referred to poor planning 
and conflict stemming from the roles and responsibilities of stakeholders involved in the CBT 
process. 
In addition, as derived from the Stage 1 data, conflicting interests, poor project management, 
community opposition, and poor planning were all highlighted as key ‘instances’ of conflict 
that emerged from the data, which are all related to implementation. When reviewing the child 
and sub-categories associated with implementation, there are a lot of similarities between 
points made within the literature and Stage 2 results. One key point that emerged during Stage 
2 that was not particularly well covered throughout the literature was the importance of CBT 
projects gaining certification that was internationally recognised. Although not mentioned 
frequently, respondents who discussed this point were very adamant about how the lack of 
certification for CBT developments resulted in ‘instances’ of conflict. 
In summary, there were many similarities between the literature and the Stage 1 and 2 results; 
however, additional aspects, such as having a proper consultancy team on-site and the 
importance of certification, were found to be new contributions to the literature. 
200 
 
5.2.2.2 Benefits 
As the second most referenced category from the Stage 2 results, ‘instances’ of conflict related 
to benefits was also one of the key aspects discussed throughout the CBT literature. When 
discussing benefits, there are often arguments stemming from studies in the literature about 
which community members receive them, whether they are dispensed equally or properly 
dispensed in accordance with the community’s benefit scheme, whether they justify the 
intrusion of tourism into the community, and so forth, as explained within Chapter 2. One of 
the most prolific topics discussed within the CBT literature was in regards to the local 
community member’s perception of the benefits. Similarly, the in-depth interviews conducted 
in Stage 2 found empirical evidence that many of the community members did not clearly 
understand the benefits they would be receiving from CBT, which holds particularly true when 
CBT was first being introduced into the community. From the primary research conducted and 
the literature reviewed, it became very evident that one of the key problems associated with 
CBT was that community members did not fully understand the advantages of establishing the 
development approach. 
Concerning the dispersal of benefits, which was frequently discussed in the literature, the in-
depth qualitative interviews conducted during Stage 2 of the research design confirmed this as 
a major theme found within the benefit categorisation. However, despite the literature that 
stated how a major problem with CBT was derived through many of the community members 
not receiving the benefits of tourism (Blackstock, 2005), the Stage 2 results had a different 
emphasis from the literature. Although mentioned by several respondents as being an ‘instance’ 
of conflict, the majority of the conflict derived through benefit dispersal was related to 
community members not understanding the benefits of CBT or from community members 
wanting to receive the benefits of CBT without putting in any work or effort. 
A summary of the primary data in comparison to the literature on benefits generally confirms 
the literature findings, including the issue of conflict over communities not receiving the 
benefits of tourism. Key aspects attached to the conflict attributed to benefit dispersal were 
community members not fully understanding the benefits of CBT or simply not wanting to put 
in any effort, and yet still receive the benefits. 
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5.2.2.3 Participation 
As the third most categorised instance of conflict from the Stage 2 results, another theme 
frequently described throughout the literature was in relation to participation. Within the 
literature an abundance of scenarios leading to ‘instances’ of conflict are presented; whereas in 
the parent category of participation there were many examples provided by Stage 2 participants 
that confirmed many of these aspects; however, the child categories established a greater 
consensus between the literature and the Stage 2 results. Despite this congruence between the 
literature and the results, it is important to note how the results suggested the aspects of cultural 
differences influencing progress and about how the opposing community groups were not 
providing their input into the CBT process, both of which instilled increased ‘instances’ of 
conflict. From the Stage 1 results, conflicting interests, resource management, project 
management, community opposition, and planning were all linked to ‘instances’ of conflict 
that were also related to participation. 
To summarise, the empirical research developed a more comprehensive understanding of how 
participation ‘instances’ result in conflict, which demonstrate additional aspects for 
consideration of why community members do not participate in CBT projects. These additional 
aspects were in relation to how cultural differences influence progress and how an opposing 
community group not providing their input can create conflict.  
5.2.2.4 Stakeholder Opposition 
Empirical research on stakeholder opposition determined this category as the fourth most 
discussed aspect of the Stage 2 results. Examples referencing internal conflict were classified 
into the four child categories within stakeholder opposition. However, throughout the data 
provided during Stage 2, there were also many examples provided by the respondents that 
referenced ‘instances’ of conflict stemming from external stakeholders. As another key 
instance of conflict identified within the literature (Blackstock, 2005; Mgonja et al., 2015), 
external interference covers an array of scenarios, but basically can be summarised as 
stakeholders from outside of the community influencing the CBT development for their own 
gain or against the best interest of the community’s development. From the Stage 2 results, 
stakeholder opposition comprised several examples where external stakeholders imposed ideas 
or forced developmental initiatives that were not in the best interest of the community. Within 
the Stage 1 results, conflicting interests, project management, and planning all included 
excerpts referring to how external interference initiated ‘instances’ of conflict. 
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A summary of the primary data regarding stakeholder opposition corresponds with the 
literature.  However, additional data was attained that provided additional insight into the 
dynamics, influence, and resolution of stakeholder opposition as it corresponds with internal 
or external stakeholders.  The results revealed that although internal stakeholder opposition 
may be deeply rooted in hindering the CBT process, it was far more likely to be resolved.  To 
the contrary, external stakeholder opposition was predominately viewed as being detrimental 
to advancing CBT ambitions and was viewed by many community members as a reason to 
cease participation in attempts to further CBT development. 
5.2.2.5 Human Resource Management 
During the Stage 2 classifications, the category of human resource management encompassed 
considerable depth concerning the misallocation and mistreatment of community members. 
The most relevant findings from the results included specific examples of ‘instances’ of conflict 
stemming from the lack of human resource management. Within the literature, human resource 
management was frequently categorised as an aspect of resource management. In this regard, 
many of the ‘instances’ of conflict from the results confirmed topics discussed in the literature. 
However, there were also additional insights into human resource management as ‘instances’ 
of conflict, which added depth to the generally accepted aspects of this categorisation.  
In comparison to the literature, these examples added new insights into stakeholder 
management and how community members were not properly being utilised to maximise their 
potential and/or to ascertain a CBT product that adheres to the needs of the community while 
providing the most enriching experience for the tourists. Furthermore, the results indicated the 
divide that exists between facilitators and community members during CBT development, 
which confirms some of the negative aspects of CBT raised in some of the literature. 
Included within this category were the three child categories of indigenous rights, motivation, 
and exploitation of the community. Similar to the literature, all three of these child categories 
were found to be included in the top concepts of conflict ‘instances’ from the literature review. 
The results of the Stage 2 interviews confirmed the findings of the literature when it came to 
indigenous rights and ‘instances’ of conflict. This was confirmed within the results; however, 
new aspects of motivation being an instance of conflict were revealed. Exploitation of the 
community is in accord with the literature, as the depth provided in the results equated into 
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community members feelings disenfranchised and alienated, which hindered the CBT project 
and caused negative results due to the conflict stemming from their mistreatment. 
The primary Stage 1 results included categories of conflicting interests, resource management, 
project management, and community opposition, which all included classifications of 
‘instances’ of conflict related to human resource management.  
A summary of the conflict ‘instances’ from the primary research provides new insights into 
human resource management during CBT.  Additional depth was gained in relation to 
motivating community members and also conflict related to community members feeling 
disenfranchised with the CBT process. 
5.2.2.6 Environmental 
During the Stage 2 interviews, many respondents commented on ‘instances’ of conflict 
stemming from environmental degradation and/or differentiating views on preservation or 
utilisation in conjunction with the CBT product. Additionally, during the interviews, many 
respondents mentioned ‘instances’ of conflict that arose during the CBT development due to 
different views amongst stakeholders concerning natural resource management versus tourism. 
These ‘instances’ varied from the extraction of resources, which would devalue the region and, 
in some cases, eliminate historical elements from a community’s heritage and tourism product, 
to other ‘instances’ where communities wanted to preserve the land for their own use or 
recognise it due to its significance as a spiritual site. In relation to the literature, the aspects of 
stakeholders wanting more instantaneous economic outcomes from the land than tourism could 
provide was confirmed. On the other hand, the results added new aspects to the literature in 
regards to what could be ‘instances’ of conflict during CBT development, such as the 
significance of the land to the local community as a spiritual place of worship. 
As another ‘instance’ of conflict provided in the results, was how the government or external 
stakeholders claimed local community assets for their profit and eliminated community 
members from the profit stream and even from working at the attractions, was confirmed by 
the literature. Another ‘instance’ of conflict discussed was regarding pollution, the conflict that 
arose from pollution stemming from tourism or any pre-existing pollution that needed 
eradication to make the community more attractive; these added to the literature. Another 
classified ‘instance’ that confirmed the literature was in relation to encroachment, which was 
classified under ‘environmental’ in the Stage 2 result. 
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As the Stage 2 results showed, wildlife received its own child-categorisation. Confirming the 
literature was the aspect of human value versus wildlife conflict. Also mentioned within the 
literature were issues regarding poaching; however, the results added to the literature by 
providing further depth into this ‘instance’ of conflict through examples of where poaching 
actually increased due to land being designated for CBT purposes, resulting in the locals 
seeking additional income sources. Another instance of conflict from the results that brought a 
new perspective to the CBT literature was in regards to CBT being established to save certain 
species of wildlife and not for the benefit of the community. The results also confirmed the 
literature presented by Poudel et al. (2014) regarding the relocation of indigenous cultures to 
preserve the land. The primary Stage 1 results also included the categorisations of 
environmental management and resource management. 
To summarise, the empirical research both confirmed and brought additional aspects into 
consideration when assessing the ‘instances’ of conflict related to environmental aspects. New 
depth was added regarding poaching, which demonstrated an increase in occurrence after lands 
were designated for CBT purposes. 
5.2.2.7 Collaboration 
Discussed during the Stage 2 interviews were ‘instances’ of conflict that were in relation to 
collaboration. During the interviews, the data furnished three child categories and one sub-
category to assist in the classification of the ‘instances’ of conflict. Within the results, as 
discussed within the literature, during the collaboration process there is sometimes one 
stakeholder group that becomes overly reliant on another particular stakeholder group, which 
can initiate conflict.  The results illustrated how community members will become 
disenfranchised during the collaboration process if not properly trained to fulfil their role within 
the process. Providing additional depth, the data demonstrated that many community members 
are not aware or informed on how to make the most use of the collaborative process, which 
instils conflict with other stakeholder groups.   
The results from Stage 2 added additional aspects to be considered during collaboration, which 
included more formality ensuring community members are aware and trained about their role 
within the collaboration process during CBT. 
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5.2.2.8 Additional Comparisons between the Literature and Instance Results 
Within this sub-section, four additional concepts related to CBT ‘instances’ have been 
discussed. These four concepts have been included because they were found to be highly 
relevant during the systematic analysis of the literature, even though they were not identified 
as key instances of conflict in the Stage 2 data.  The relevance of some of these additional 
concepts was determined through the amount of emphasis placed on its importance by multiple 
participants (i.e. leadership). 
5.2.2.8.1 Power relations 
Mentioned frequently throughout the literature was the instance of power relations (Reed, 
1997; Tolkach & King, 2015), with regard to its relevance for influencing conflict during the 
CBT process. Although consistently inquired about during the Stage 2 inquiry, many of the 
respondents did not believe power relations played a significant role in establishing ‘instances’ 
of conflict either between the stakeholders or throughout the CBT process. This is in 
contradiction to the literature.     
5.2.2.8.2 Funding 
The literature also stated how ‘instances’ of conflict also stemmed from issues centred on 
funding. Although one of the more predominant findings from the Stage 2 data collection, 
funding was mentioned by 12 respondents, but not with the emphasis needed to make it a 
primary ‘instance’ of conflict during CBT. Important to note, within the literature review, the 
funding theme included financial issues, whereas during Stage 2, these two categorisations 
were separated.  
Similar to the literature (A. Stronza & Gordillo, 2008; Zapata et al., 2011), Stage 2 respondents 
explained how short funding cycles often prohibited the CBT project from really having a 
chance to develop. Although funding was discussed frequently within the literature, the results 
of Stage 2 added new depth by providing input into the inadequate application of available 
funding and how the return on investment was diminished due to improper application.  
Concerning financial ‘instances’, similar to the literature (Choi & Sirakaya, 2005; A. Stronza 
& Gordillo, 2008), economic leakage was identified as an ‘instance’ of conflict. Stage 2 
respondents did not mention financial conflict frequently. However, adding depth to the 
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literature was conflict related to pricing, unforeseen additional costs, and working out of debt 
while trying to establish CBT that would be beneficial to the community. 
Overall, the results related to funding confirmed the literature; however new depth was attained 
regarding the use of available funding. Concerning financial aspects, additional depth was 
attained regarding pricing, additional costs, and working out of debt. 
5.2.2.8.3 Lack of capacity and education 
Since a majority of CBT projects occur in developing countries or are implemented in 
communities within developed countries that are unfamiliar with the process, lack of capacity 
and education are ‘instances’ of conflict when instilling CBT into a community. Within the 
Stage 1 results, capacity was identified as a key instance of conflict. Although not among the 
top results from the Stage 2 results, ‘instances’ of conflict related to education and capacity 
building were frequently mentioned. From the Stage 2 results related to education, 
misconception of the greater good, improper teaching techniques, and youth not wanting to get 
involved all added to aspects of conflict not predominant within the literature. As a 
categorisation recognised within the literature, technological deficiency was also discussed 
during the qualitative interviews. Within the capacity building categorisation presented within 
the Stage 2 results, the results confirmed ‘instances’ of conflict described within the literature. 
To summarise, additional depth was added to the education literature, in relation to community 
members not understanding how their efforts can be beneficial to both themselves personally 
and to the entire community, the use of improper teaching techniques, and the youth not 
wanting to get involved. The results confirmed the literature, regarding ‘instances’ related to 
capacity building.  
5.2.2.8.4 Leadership 
Although leadership was not among the primary ‘instances’ of conflict with the most references 
during the Stage 2 interviews, its relevance to successful CBT operations was highly regarded 
and emphasised by a majority of the Stage 2 participants. Furthermore, as an ‘instance’ of 
conflict, leadership did not emerge within the CBT literature as a key element linked to 
unsuccessful CBT outcomes or negative results. However, within the literature, leadership was 
documented as being important to CBT, but the connection was not frequently made or alluded 
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to as an active or potential cause of conflict. When found within the literature, leadership was 
often mentioned in ambiguous contexts and without a specific focus on its influence in relation 
to CBT outcomes. Therefore, as evident through the empirical research, the recognition of 
leadership as an instance of conflict is a new contribution to the literature. 
In summary, leadership has been discussed within the CBT literature; however, it was not 
specifically emphasised as a key instance of conflict during the systematic analysis of the 
literature or as one of the most frequently referenced ‘instances’ in the Stage 2 data collection. 
As a new contribution to the literature, conflict associated with leadership can be as a result of 
faulty or misguided leadership, as well as the inability or unwillingness to assist in the CBT 
process and provide direction and guidance to community members seeking means to increase 
their economic draw through tourism and complementary industries while developing 
transferrable skills. Also, leadership associated with CBT, whether directly or indirectly, 
should promote and encourage the preservation of natural and cultural assets. 
5.3 Research Objective #2: To Investigate the Conflict 
Management Techniques used by the Key Stakeholder 
Groups to Respond to the Identified Conflict 
5.3.1 Summary of the Responses 
As shown in Table 5.2, the key themes, concepts, and categorisations from the literature review 
and the Stage 1 and 2 results are presented in a summary table. 
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Table 5.2: RQ2: Responses Summary 
 
5.4 Comparison of the Literature to Responses Results 
Within this section of the Discussion, the key findings from the Stage 2 results will be 
compared to literature on CBT. 
5.4.1.1 Product Implementation 
The primary Stage 2 ‘responses’ categorisation was product implementation. Based on the 
child and sub-categories, several of these aspects, such as reviewing assets or strategies for 
implementation, implementing new policy, and renegotiating with the government, have been 
Literature:
 - Collaboration 
    - Partnerships and Networks
 - Participation
 - Empowerment
 - Planning
 - Capacity-Building 
 - Social Economy 
 - Government Intervention
 - Communication
Stage 1:
 - Attempt to establish stronger communication between stakeholder groups
 - Advocate an environmental initiative
 - Build support system with other stakeholder groups
 - Stop working with another stakeholder group
 - Educate another stakeholder group
 - Failed to provide assertive leadership
 - Allow another stakeholder group to increase their capacity within the project
Stage 2:
 - Product Implementation
 - Management
 - Capacity-building
 - Collaboration
 - Marketing
 - Education
 - Communication
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covered in the literature as ‘responses’. However, as ‘responses’ to conflict, there were several 
aspects to be added to the literature, such as certification, adjust pricing scheme, adopt 
international development agenda, and patience. 
Concerning the Stage 1 results, among the top categorisations, ‘build support system with other 
stakeholder group’ and ‘allow another stakeholder group to increase their capacity within the 
project’ would be categorised as reviewing strategies for implementation within the Stage 2 
results. Additionally, throughout the literature review in Chapter 2, networks, volunteers, 
entrepreneurship, social economy, and stakeholder interaction would also be considered as 
assets or strategies needing review.  
To summarise, although some aspects within the literature have been confirmed, there are also 
new and additional aspects to product implementation to be considered as ‘responses’ to 
conflict. Additional depth was attained regarding certification, pricing schemes, international 
development agenda, and patience. 
5.4.1.2 Management 
Empirical research from Stage 2 found issues relating to management as the second most 
prolific topic. As found in Chapter 4, the child categories of management cover a diverse range 
of aspects. The most prolific of these child categories involved an environmental management 
plan, while maintaining ‘unique’ cultural attributes was the second most referenced child 
category. Both of these categories were found within the literature review as aspects of 
planning (Loulanski & Loulanski, 2011). The additional child categories were also found 
throughout the literature. All of the Stage 1 results found in 5.3.1 would be categorised under 
management. 
To summarise, the empirical research on management confirms the literature, demonstrating 
the need for CBT to be properly managed as a best practice approach. 
5.4.1.3 Capacity Building 
As the third most prolific categorisation of Stage 2 results, capacity building was a key response 
described by the majority of respondents. Capacity building was also a key response among 
concepts derived from the literature. The child categories from the Stage 2 results provided 
additional depth to the literature by producing empirical evidence on gradual implementation 
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of the CBT project and gradual detachment of assisting stakeholders from the CBT project, as 
well as how continual assistance is needed by an additional stakeholder group. Additionally, 
the need to develop the confidence of community members and then allow them to proceed 
without outside interference also brings additional depth to the capacity building literature. 
This additional depth confirms the study conducted by Liu (2006), which stated how many 
studies described the need to build capacity, but not enough detail was given in this regard. 
Other aspects of the Stage 2 results, which include the need for workshops, have the other 
stakeholder lead by example, and utilise the capabilities of the facilitator—all confirmed the 
literature as best practice for CBT development.  
Within the Stage 1 results, among the top categorisations: build support system with other 
stakeholder groups, stop working with another stakeholder group, educate another stakeholder 
group, and allow another stakeholder group to increase their capacity within the project; all 
support capacity building as a response to conflict.  
To summarise, the results of this study either confirmed or provided additional depth to the 
response of capacity building. Additional depth was attained regarding the gradual 
implementation of CBT, the gradual detachment of stakeholders assisting in CBT operations, 
as well as the need to develop the confidence of community members and allow them to 
proceed without outside interference.  
5.4.1.4 Collaboration 
The collaboration category from Stage 2 provides empirical research on the ‘responses’ by the 
community to collaborate both internally and externally with other stakeholder groups. These 
results demonstrate the variations and degrees to which a collaborative response is applied 
during CBT development. Within the literature, collaboration is highly regarded as a response 
to conflict ‘instances’ during CBT development, which is confirmed by Stage 2 respondents 
referencing ‘responses’ about collaboration as the fourth most prolific result. The child and 
sub-categories established for the Stage 2 data demonstrate other stakeholder groups the 
community collaborated with, which confirms the literature that states stakeholder 
collaboration is the most prominent form of collaboration (Aas et al., 2005; Sautter & Leisen, 
1999).  
Within the literature review, many additional aspects, which include partnerships and 
networks, participation, government intervention, and social economy, can all be related to 
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collaboration aspects. Additionally, the ‘response’ of the cooperative or corporation was also 
presented as a stand-alone category.  Based on all of these additional categorisations, which all 
included aspects of collaboration, the empirical research confirms collaboration as an essential 
element to the CBT process and provides new depth into collaboration. From Stage 1, build 
support system with other stakeholder groups, stop working with another stakeholder group, 
and allow another stakeholder group to increase their capacity within the project, all support 
the response of collaboration as a key component to CBT. 
To summate, the results confirmed collaboration as a very important response of CBT. The 
categorisations of networks, government intervention, and social economy all provided 
additional depth to the literature. 
5.4.1.5 Marketing 
As a response to ‘instances’ of conflict, respondents from Stage 2 explained many examples 
related to marketing. Due to the number of results addressing marketing as a response to 
conflict, a new theme is added to be considered as essential to CBT projects. The majority of 
the CBT literature that addresses best practices (Asker et al., 2010) or provides studies 
conducted to determine how CBT can be conducted better by placing emphasis on generalised 
or specific aspects, pays scant attention to marketing aspects. Stage 2 results include six child 
categories, which include the need to increase exposure and familiarity, to promote unique 
attributes, and with local networks considered as ‘responses’ to conflict ‘instances’. The 
primary Stage 1 results did not include aspects related to marketing. Therefore, it can be 
assumed the ‘response’ of marketing is not typically associated with CBT upon first thought; 
however, when in-depth interviews were conducted, marketing was determined to be a 
‘response’ undergone by many CBT projects in an effort to mitigate conflict ‘instances’. 
In summary, as a response, marketing added a new concept to be integrated into the CBT 
literature and more heavily enforced during the CBT process. 
5.4.1.6 Education 
Education was found to be another key response to conflict. Education was presented in the 
literature review as a sub-section of capacity building. Based on the literature review, education 
was found to be a ‘response’ concept (Kayat, 2002). Within the Stage 1 results, ‘educate 
another stakeholder group’ was found to be a top ‘response’. Within the Stage 2 results, 
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‘educating the community on the benefits’ was found to be the most mentioned child category 
within this ‘response’ category, which would confirm the literature. The need to learn from 
other CBT projects considered as successful was mentioned as a ‘response’ to conflict 
‘instances’ for both community members and government officials, bringing additional depth 
to education as a ‘response’ to conflict. Additionally, the use of informal teaching methods was 
also mentioned by many respondents, which also provides more depth to this category. 
In summary, the results from education provide new depth into how to respond to ‘instances’ 
of conflict. This new depth involves informal teaching methods and implementing the teaching 
practice of hands-on learning that occurs at other successful CBT sites. 
5.4.1.7 Communication 
Communication is confirmed in the literature as a key ‘response’ to conflict (Mgonja et al., 
2015). Adding to the literature was the Stage 2 child category, ‘community continued to 
increase demands,’ which provided examples of empirical data about this ‘response’ to 
conflict. The reason that ‘community continued to increase demands’ is important to the results 
of this study is because it demonstrates how many community members are vocal about 
wanting increased benefits through CBT. This is an important aspect to be considered in the 
literature because of its relationship with minimising conflict instances and increasing 
participation. Also mentioned in the literature review, as a sub-category of communication, 
was stakeholder interaction. Through stakeholder interaction, the results of Stage 2 confirmed 
the literature. Although ranked seventh in the Stage 2 results, ‘attempt to establish stronger 
communication between stakeholder groups’ was the top response from the Stage 1 results, 
which indicates communication as the primary response among CBT stakeholders when 
addressing only one ‘response’ to conflict. 
To summarise, the communication results primarily confirmed the literature and added new 
depth related to communities continuing to increase demands for communication as a response 
to conflict ‘instances’.  
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5.5 Research Objective #3: To Explore how the Key 
Stakeholder Group’s Response to the Conflict Impacted the 
CBT Initiative 
5.5.1 Summary of the Impacts 
As shown in Table 5.3, the key concepts and categorisations from the literature review and the 
Stage 1 and 2 results related to ‘impacts’ are presented in a summary table. 
Table 5.3: RQ3: Impacts Summary 
 
5.5.2 Comparison of the Literature to Impacts Results 
Within this section, the primary Stage 2 results will be compared to the key concepts that 
emerged during the literature review on ‘impacts’ to the ‘responses’ to conflict. 
Literature:
 - Increased Benefits
 - Implementation 
 - Participation
 - Empowerment
 - Resource Management
 - Stakeholder Interaction
Stage 1:
 - Minimal to no impact towards conflict resolution
 - Tourism development has slowed or stopped
 - Community developed capacity for CBT operations
 - Additional stakeholder groups have withdrawn interest or become less confident
 - Established new partnerships within the tourism industry
 - Collaboration between affiliated stakeholder groups resulted in a positive outcome
 - Created more tourism awareness within the community
Stage 2:
 - Product Offering and Diversification
 - Community Benefits
 - Community Acceptance
 - Project Implementation
 - Empowerment
 - Capacity Building
 - Participation
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Similar to the previous two sections, the Stage 2 results will also be reviewed in conjunction 
with those Stage 1 ‘impacts’. However, the primary response from Stage 1, ‘minimal to no 
impact towards conflict resolution,’ will not be discussed separately in this section, as it applies 
to every category presented within the following sub-sections. The main reason behind the 
primacy of this category in Stage 1 and why it will not be discussed separately in the following 
sub-sections is because most categories include ‘responses’ that did not mitigate the conflict 
occurring during the CBT process. As a result, during the analysis of the Stage 2 data, this 
category was not established. Instead, the ‘impact’ was categorised into the category that best 
represented what it was related to, whether it did or did not resolve the conflict. 
5.5.2.1 Product offering and Diversification 
The primary ‘impact’ categorisation from the Stage 2 results was product offering and 
diversification. Overall, this categorisation adds new depth to the CBT literature through the 
child and sub-categories presented, which provide a clear understanding of the ‘impacts’ that 
occur during the CBT process. For example, the ‘impacts’ of upgrade in tourist offering was 
achieved, and certification and international recognition are all new additions to the literature. 
Within the literature review, many of the ‘impacts’ covered within this category were not 
addressed, due to the lack of attention given to these topics in the CBT literature. However, the 
literature has paid significant attention to environmentally friendly results and entrepreneurial 
efforts (A. L. Stronza, 2010). The results of these two child categories confirmed the literature. 
From the Stage 1 results, the categories of ‘tourism development has slowed or stopped’, 
‘community developed capacity for CBT operations’, and ‘created more tourism awareness in 
the community’ would all be included excerpts that would be classified into this Stage 2 
category. 
In summary, the ‘impacts’ found within the product offering and diversification category both 
confirmed the literature and provided new aspects to be added into the CBT literature as 
‘impacts’. The new contributions to the literature include ‘upgrade in tourist offering’, 
‘certification’, and ‘international recognition.’ 
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5.5.2.2 Community Benefits 
As the second most prolific categorisation of ‘impacts’, community benefits corresponds with 
the literature, which frequently discusses increased benefits for community members. For 
example, the ‘impact’ of livelihood benefits was frequently mentioned within the literature (M. 
C. Simpson, 2008; Tolkach & King, 2015), as was the ‘impact’ of preserving cultural assets 
(Gursoy & Rutherford, 2004; Nthiga et al., 2015; Poudel et al., 2014). The community 
collateral child category confirmed existing literature on the positive ‘impact’ of bilateral 
industries and on community assets being instilled or upgraded, which were both sub-
categories. Included in the community benefits child category were references regarding 
common pool benefits and the overall economic benefit to the community as a whole, which 
were both recognised as important ‘impacts’ within the literature (Choi & Sirakaya, 2005; 
Mgonja et al., 2015; A. L. Stronza, 2010). The literature review also distinguished the addition 
of infrastructure as a positive ‘impact’ (Mgonja et al., 2015; Nthiga et al., 2015), which was a 
result categorised within the ‘community assets being instilled or upgraded’ child category. 
Within the literature review, bilateral industries were also mentioned as a complement to the 
CBT product, as described within the literature and confirmed by the results (Chan & Huang, 
2004). However, the Stage 2 results provided additional depth and importance to the 
significance of bilateral industries to the CBT project, which is a major contribution to the 
literature. 
Additionally, corresponding with the literature, negative or unsuccessful ‘impacts’ concerning 
the preservation of the community’s culture were also revealed during the Stage 2 results, 
which confirms existing literature on the ‘impacts’ of CBT development (Gursoy & 
Rutherford, 2004; Moscardo, 2011; Tosun, 1998). 
To summarise, the community benefits results confirmed the literature, with results referencing 
bilateral industries adding additional depth to the literature. 
5.5.2.3 Community Acceptance 
The ‘impact’ of community acceptance was the third most referenced category in the results. 
The eight child categories presented within community acceptance provide depth and 
understanding into how or why the community either engages or disengages from the CBT 
process. As presented in the literature review, community acceptance can influence 
participation (Kayat, 2002). Despite the importance given to the community’s need to accept 
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the CBT process with the literature, overall, the in-depth interviews provided additional depth 
into this category. For example, understanding the specifics of how the ‘impact’ of community 
acceptance occurs within the community provides additional knowledge to CBT practitioners.   
In summary, overall, the community acceptance category adds new depth to the literature by 
providing insight into how to achieve this ‘impact’. 
5.5.2.4 Project implementation 
‘Impacts’ referencing project implementation was the fourth most prolific category from the 
Stage 2 results. Within the results, literature on the positive or successful ‘impacts’ related to 
implementation was confirmed (Mgonja et al., 2015; Salazar, 2011); however, additional depth 
was provided into understanding how the child and sub-categories influence the CBT project. 
This depth was evident through the results indicating how additional funding was attained, how 
an alternative approach to CBT was adopted instead of abandoning CBT altogether, and how 
the project gained momentum. Additionally, the benefit of tourists assisting the community 
confirmed the advantages of volunteer tourism, as found within the literature; however, it 
provided empirical evidence as to how the volunteers could specifically ‘impact’ project 
implementation. 
Although negative or unsuccessful ‘impacts’ from implementation were revealed and 
confirmed in the literature (Gursoy & Rutherford, 2004), there was also additional depth in the 
results that provided a deeper understanding of why CBT projects continued to experience 
conflict or failed as an initiative. For example, results indicated how some CBT projects accept 
additional funding but do not improve their tourism product. Furthermore, empirical evidence 
was provided into why CBT plans are abandoned. Another ‘impact’ bearing negative results 
was in relation to local businesses being shut down as an outcome of CBT. 
From the primary Stage 1 results, the categories of ‘tourism development have slowed or 
stopped’, ‘community developed capacity for CBT operations’, ‘additional stakeholder groups 
have withdrawn interest or become less confident’, and ‘created more tourism awareness within 
the community’ all contained excerpts that would be included into the project implementation 
category. 
To summarise, additional depth into the ‘impacts’ regarding project implementation was 
gained through the Stage 2 results. The additional depth was evident in results about attaining 
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additional depth, adopting alternative CBT plans, how projects can gain momentum, and why 
certain CBT projects continue to experience conflict, or fail. 
5.5.2.5 Empowerment 
The ‘impact’ of empowerment was the fifth most referenced category within the results. The 
majority of the references in the category confirmed the literature by providing empirical 
evidence regarding the importance of empowerment to the CBT process (Lapeyre, 2011c; 
Manyara & Jones, 2007). However, additional depth was provided to the existing knowledge 
through references regarding how the development of a community based management scheme 
assisted in having a positive influence on empowerment. Additionally, empirical evidence 
demonstrated how less corruption within the community assisted in establishing a greater 
degree of empowerment for the entire community.  
Within the literature review, the need for an effective exit strategy by those assisting the 
community was discussed as an important element in having the community succeed in their 
absence (Mgonja et al., 2015; Salazar, 2011). Within the empowerment category, two child 
categories provided empirical evidence regarding the negative influence of ‘not having an 
effective exit strategy’ can have on empowerment. These two child categories concerned the 
lack of confidence from the community due to separation from the project and failure due to 
assistance or funding being removed too quickly. Both of these child categories confirm the 
literature. 
From the primary Stage 1 results, ‘created more tourism awareness in the community’ is the 
only category that included references about the ‘impact’ of empowerment. 
In summary, the majority of the empowerment data confirmed the literature, while empirical 
evidence on the development of community based management schemes provided additional 
depth and data on ‘the impact of corruption’ was a new addition to the knowledge regarding 
empowerment as an ‘impact’. 
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5.5.2.6 Capacity Building 
Data from the Stage 2 results on ‘impacts’ provided the sixth largest number of references on 
capacity building. Throughout the literature, capacity building is frequently mentioned in 
reference to being a ‘response’ to conflict ‘instances’ or as an ‘instance’ of conflict within 
itself. However, through the Stage 2 in-depth interviews, successful or positive results from 
capacity building were viewed by respondents as an accomplishment within the CBT process, 
making it an ‘impact’. Within the Stage 2 capacity building category, six child categories were 
established to assist in classifying the empirical evidence relative to capacity building being an 
‘impact’. Therefore, through viewing capacity building as an ‘impact’, new knowledge is added 
to the CBT knowledge. 
Within the Stage 1 primary results, community developed capacity for CBT operations was the 
third most prolific result category. 
To summarise, empirical evidence provided within both Stage 1 and 2 of the data collection 
has identified capacity building as an ‘impact’, which would be a new perspective of the 
concept to the existing knowledge. 
5.5.2.7 Participation 
Among the Stage 2 results, participation ranked seventh in total references regarding ‘impacts’. 
As presented in the literature review, there was a significant number of studies discussing 
participation as an ‘impact’ (Asker et al., 2010; Choi & Sirakaya, 2005; Mason & Cheyne, 
2000; Zapata et al., 2011), which were confirmed by the results. Within the results, the Stage 
2 empirical evidence confirmed the findings of Kayat (2002) that stated the ‘impact’ of 
participation as a result of educated community members. A study conducted by 
Kontogeorgopoulos et al. (2013), stated how participation in the homestay program had 
negative ‘impacts’ on the community as a result of CBT.  The Stage 2 results however found 
positive ‘impacts’ of participation in homestays during CBT. 
The Stage 2 results also provided new depth about the ‘impact’ of participation by providing 
empirical evidence about how relationships were attained with other stakeholder groups and 
with tourists, which resulted in the equitable exchange of ideas and/ or cultures. The results 
also included references about getting the youth involved in the CBT process, as well as a child 
category that demonstrated an example of where the younger generations would not participate. 
Youth involvement was discussed in the literature review within the increased benefits concept. 
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The empirical research supports the literature on youth involvement (Tirasattayapitak et al., 
2015). None of the primary Stage 1 excerpts would be classified within the Stage 2 participation 
category. 
To summarise, the Stage 2 results confirmed the majority of the literature on participation as 
an ‘impact’. However, new depth regarding participation as an ‘impact’ was evident in the 
results demonstrating the positive effects participation have on relationship-building with other 
stakeholder groups and tourists. Additionally, the empirical research showed positive ‘impacts’ 
which conflicted with the literature on negative ‘impacts’ of participation in a homestay 
program.  
5.6 Research Objective #4: Does the Proposed Model of 
Instances, Responses, and Impacts Provide an Initial 
Understanding of the Conflict Theme Components that can 
be Identified when Addressing Conflict Management During 
CBT? 
5.6.1 Understanding the Model of Conflict Management 
The linear model of ‘instances’, ‘responses’, and ‘impacts’ does appropriately present an initial 
understanding of the ‘conflict theme’ components that can be identified and used to inform the 
conflict management process during a CBT initiative. The linear model of conflict management 
demonstrates in a clear, easily discernible manner how the ‘instances’ are identifiable, the 
‘responses’ are able to be determined, and the influence of the ‘responses’ results into 
‘impacts’, which can be positive or negative. All of these elements were observed and can 
occur in a linear progression. The linear model is ultimately a useful way of understanding the 
situation with its three ‘conflict theme’ components that illustrate the most straightforward 
progression of the conflict management process. However, the conflict observed was 
frequently found to not be this simple and there were many examples where there were multiple 
conflicts that were interrelated. When the pattern is not linear, the data showed that conflict 
themes can occur in several other patterns. Therefore, it is necessary to expand the model to 
incorporate this variation and complexity. 
When the model is not linear, the data showed that conflict themes can occur in several other 
patterns. These different patterns account for the ‘interrelationships’ found within the model.  
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5.6.1.1 How the Interrelationships of Conflict Themes were Derived 
Analytical assessment of the relationships and/or links pertinent to the elements that comprise 
the categories that compose the conflict themes, as presented previously in section 2.5.5, was 
based on Hall (2008, p. 72). Hall stated: 
The other component in the structure of a system is the relationship or links between the 
elements that make up a system. Three basic forms of relationship can be identified: 1) a series 
relation (in which A leads to B), which is the characteristic cause-and-effect type relation of 
classical science; 2) a parallel relation in which two elements are affected by another element; 
3) a feedback relation, which describes a situation in which an element influences itself. Both 
the elements and the relationships between them are part of the environment, which is most 
simply thought of as everything there is. (p. 72) 
Based on the work of Hall (2008), the researcher then used the three scenarios to identify 
‘interrelationships’ within the results. After locating and analysing the various 
‘interrelationships’ found within the data, several sub-models were then added to the conflict 
management model developed in this study. The new sub-models demonstrating the 
‘interrelationships’ were determined to demonstrate: 
1. New conflict can develop. 
2. Conflict themes can occur simultaneously. 
3. Multiple conflict themes can affect each other as a catalyst for additional conflict 
themes. 
Therefore, the ideas that were derived from the tourism planning literature do apply to the 
context of conflict management during CBT. The examples provided throughout the research 
have identified three scenarios that can occur during the conflict management model. These 
three scenarios have been identified throughout this study as ‘interrelationships’.  
Important to understanding the complexity of the conflict management process during CBT, 
there are also several examples where the conflict management process demonstrated a 
congruent relationship between two or three of the sub-models occurring simultaneously.  
Although this additional complexity was observed, the data was still able to be discernible in 
patterns identifiable to the sub-model explanations.  Therefore, the sub-models serve as 
additional easy to understand patterns of conflict management that occur either as their 
explained pattern or as a component of a more complex process of conflict management. 
Through understanding the conflict themes and the interrelationships that can occur throughout 
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the conflict management sequence, conception of more successful outcomes can begin to 
unfold for CBT stakeholders. 
5.6.2 Summary of the Interrelationships 
Within this section, the ‘interrelationships’ summary will be presented (Table 5.4), as well as 
the additional sub-models of conflict management, along with a brief explanation to explain 
the scenarios in which they occur. 
Table 5-4: RQ4: Interrelationships Summary 
 
5.6.2.1 New Conflict Can Develop 
The ‘new conflict can develop’ sub-model demonstrates the feedback loops that can occur 
during the conflict management process. The model shown in Figure 5.1 demonstrates that 
conflict does not have to progress smoothly in a linear progression. As shown in the model, 
‘instances’ can create new ‘instances’ of conflict, ‘responses’ can lead to new conflict, and the 
‘impact’ of the conflict management process can lead to additional ‘instances’ of conflict. This 
model is important to understand for two reasons; 1) conflict can occur at any time in the 
development process, which means conflict management can remain an ongoing process; 2) 
this also indicates that conflict during CBT may never cease and that there will always be 
conflict ‘instances’ occurring that will need ‘responses’ to mitigate the conflict. 
Literature (Hall, 2008): Results
 - a series relation (in which A leads to B), which  =  - Linear progression
    is the characteristic cause-and-effect type 
    relation of classical science
 - a parallel relation in which two elements are =  - Conflict themes occur simultaneously
   affected by another element =  - Multiple conflict themes affect each
   other as a catalyst for addtitional conflict themes
 - a feedback relation, which describes a situation in =  - New conflict develops
   which an element influences itself
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   Figure 5.1: New Conflict Can Develop Model 
 
An example from the minor Case Study 1 that illustrates this is when there was a conflict 
instance related to the two types of leadership (traditional and political) and the response was 
collaboration, but as a result, the ‘impact’ was additional conflict.  As a response to the 
additional conflict, NGOs were brought in to assist in the process and the ‘impact’ was capacity 
building.  Once the two communities developed capacity, conflict instances of funding 
developed because they the understood the value of the land and the financial burden of 
managing the land sustainably. 
5.6.2.2 Multiple Conflict Themes can Affect Each Other as a Catalyst for 
Additional Conflict Themes 
The ‘multiple conflict themes can affect each other as a catalyst for additional conflict themes’ 
sub-model can be demonstrated in multiple ways, but only two different sub-models are 
presented to develop an understanding of the multiple scenarios that can arise. This sub-model 
is useful for understanding how the conflict management process is not always straight-forward 
and easy to decipher. As an example, during data collection, participants provided examples 
that had multiple ‘instances’, with only one or two ‘responses’, and possibly multiple ‘impacts’, 
as can be seen in Figure 5.2. This is further evident in Figure 5.3, which shows how one of the 
‘responses’ can have an influence on two ‘impacts’, which is a result of both ‘responses’ being 
implemented. Overall, this model is explained best when stating any possible scenario of the 
conflict themes is probable. The main concept to be understood from this sub-model is that 
multiple scenarios can occur between the conflict themes. 
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   Figure 5.2: Multiple Conflict Themes (a) 
 
An example from minor Case Study 1 that demonstrates this is based on the simultaneous 
conflict occurring between the two tribes that had adjoining land that the government wanted 
to preserve and the conflict that was occurring between the tribal leaderships and the political 
leaderships. As a response, collaboration occurred.  The ‘impact’ of the collaboration was more 
conflict. 
 
   Figure 5.3: Multiple Conflict Themes (b) 
 
An example from minor Case Study 2 involved the participation of the eight communities 
contacted to preserve the land, as only five were willing to participate.  The responses 
associated with this instance were ‘community based decision-making’ and partnership of the 
five communities into a corporation.  The ‘impacts’ related to the ‘responses’ involved the 
three communities further withdrawing from the process and also the involvement of NGOs, 
which added to the three communities separating from the project. 
5.6.2.3 Conflict Themes can Occur Simultaneously 
The ‘conflict themes can occur simultaneously’ sub-model accounts for several ‘instances’ of 
conflict occurring, which then receive multiple ‘responses’, which result in multiple ‘impacts’ 
(Figure 5.4). This model is rather straight-forward and is best understood first as a linear 
progression. However, important to realise is that due to all the conflict occurring at the same 
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time, some may follow linear patterns or break off and start to exhibit feedback or multiple 
conflict theme patterns occur as one of the other models. 
 
Figure 5.4: Conflict Themes Can Occur Simultaneously 
 
As evidence from both minor case studies, throughout the examples provided, many of the 
‘instances’ of conflict were occurring concurrently without resolution, as many ‘responses’ 
were integrated, which led to multiple ‘impacts’.  Throughout the minor case studies it is 
evident that the conflict management process is an ongoing process and ‘interrelated’, where 
all the conflict themes occur can simultaneously. 
5.7 Research Objective #5: How can an Investigation of 
Instances, Responses, and Impacts of Conflict in CBT 
Inform Future Projects to Increase the Likelihood of 
Success? 
5.7.1 Summary of CBT Success 
Within this section, Table 5.5 demonstrates how success was reviewed within the literature and 
then presents six steps to increase the likelihood of success, as developed through the Stage 1 
and Stage 2 data results. 
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                              Table 5.5: RQ5: Success Summary 
 
5.7.2 Comparison of the Literature with Results Regarding 
Successful CBT 
As presented throughout this study, the literature has expressed many opinions regarding 
whether or not CBT is an effective community development process. Many CBT studies have 
focused on negative aspects or positive benefits or a combination of both. Therefore, it can be 
determined that CBT, whether being adopted and implemented in a developed or developing 
country is not without its challenges. Due to variance in opinions about CBT, this study was 
conducted to explore the ‘instances’, ‘responses’, and ‘impacts’ that both hindered the CBT 
process or assisted in attaining more positive outcomes, which could contribute to the overall 
success of the CBT project. 
The results of this study presented a detailed listing of the ‘instances’, ‘responses’, and 
‘impacts’ conflict themes related to CBT and a conflict management model to illustrate the 
interrelationships that occur between the conflict themes. Comprehension of the conflict 
themes and the conflict management model will inform and assist CBT practitioners of future 
projects to increase the likelihood of success. 
  
Success
Literature:
 - Successful
 - Some successful elements
 - Too early too tell
 - Unsuccessful
Stage 1:
 - Proper implementation of planning
 - Dedicated leadership
 - Benefit scheme
Stage 2:  - Successful CBT takes time
 - Funding to empower community
 - Partnerships and networks
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5.7.2.1 Developed Versus Undeveloped Countries 
Within the literature, which assessed, tested or measured many CBT and/or community 
development-related aspects, there was a significant amount of research conducted in 
developed countries (Beaumont & Dredge, 2009; Dredge, 2010; Jamal & Getz, 1995; Johnson, 
2010; Mason & Cheyne, 2000; Murphy, 1988; Murphy & Murphy, 2004; Reid et al., 2004; 
Williams & Lawson, 2001). To the contrary, there were also several studies that examined CBT 
and/or community development aspects within developing or underdeveloped countries 
(Lapeyre, 2011a, 2011b, 2011c; Mgonja et al., 2015; Salazar, 2011; Tolkach & King, 2015; 
Tolkach et al., 2011; Tosun, 2005; Zapata et al., 2011). The examination of the literature 
uncovered several underlying concepts that were applicable to both developed and developing 
country scenarios, such as leadership and resource management. However, the reviewed 
scenarios presented within developing countries seemed to be compounded due to the 
abundance of problems and issues facing developing countries on a more consistent basis. This 
is not to say that CBT in developed countries was not without its own abundance of dilemmas 
that needed to be overcome; it is simply stating the fact that developing counties have a lot 
more concerns requiring remedy and a lot fewer resources to manage these concerns, than 
developing countries. 
5.7.3 Research Results that Provided Information on how to 
Increase the Likelihood of Success during CBT 
Throughout the literature, there has been a lot of criticism regarding CBT as it is often 
unsuccessful. Through understanding conflict and how it manifests and is managed, new 
insight into mitigating the negative ‘impacts’ and moving forward with a CBT scheme that 
works for all involved stakeholders is essential in making CBT work.  
As demonstrated by the empirical research, there will always be community members who 
believe CBT is not the way to achieve successful development goals; believe they should be 
utilising a different business model or think the government, NGOs, or believe the private 
sector ought to initiate development while the community accepts their external influence. 
However, as stated in the results and in accordance with the literature, without community 
participation at some level, it is difficult to attain capacity, empowerment, equal benefit 
distribution, or a development scheme which has community consensus. 
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The following sub-sections provide a listing of six recommendations to assist in the success of 
CBT projects. These recommendations were derived from the results of the research, which 
included Stage 1 and the interviews for Stage 2, as well as the case studies. Within each of the 
recommendations, two sub-sections are presented to address an ‘overview’ of the 
recommendation, and another entitled ‘results supporting the significance of this success 
factor’, which presents the results from primary research to justify the recommendation to assist 
in successful CBT development.  
Important to note is that due to the data providing many examples of where conflict ‘instances’, 
‘responses’, and ‘impacts’ could not be overcome, the presentation of the data in the following 
sub-sections were selected based on 1) the number of references the categories received, in 
conjunction with the strength of the qualitative data to support the result; 2) the positive 
influence they have had on the CBT examples described by the participants; and 3) the 
emphasis and importance participants placed on these aspects as being necessary for successful 
CBT. 
The recommendations presented are postulated from the overall amalgamation of the entire 
data set.  Due to the process affiliated with the CBT development, the six recommendations, 
as presented in Table 5.6 are presented in sequential order based on the practicality of adopting 
CBT into a community.  However, despite presentation of the recommendations in a sequential 
order, it is important to realise that many of the actions recommended need to be ongoing in 
accordance with the need for ongoing conflict management while attempting successful 
outcomes.  Also, despite there being six defined recommendations to assist in the success of 
the CBT project, many of the key components to each recommendation are interlinked with 
other recommendations, which corresponds with the information on CBT projects provided by 
participants. Therefore, to comprehend and aim for success during CBT, understanding the 
linkages and interrelationships of the concepts, categories, and conflict themes is required to 
adapt and succeed in these, quite typically, dynamic environments. 
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Table 5.6: Steps to Increase the Likelihood of Success 
1 Proper Implementation of Planning is Necessary through Constant Review of the 
Community’s Goals 
2 Dedicated Leadership must Remain Focused and Diligent in Supporting Participation 
3 Benefit Scheme Should be Reviewed Systematically 
4 Successful CBT Takes Time 
5 The Funding Process must Enable the Empowerment of the Community 
6 Partnerships and Networks Need to be Utilised 
 
5.7.3.1 Proper Implementation of Planning is Necessary through Constant 
Review of the Community’s Goals 
5.7.3.1.1 Overview 
The proper implementation of planning is necessary from the onset of the community 
anticipating the development of a CBT product. Communities must develop a realistic agenda 
with pre-established, realistic goals to be presented to the other stakeholders. As demonstrated 
within the results, conflict related to the planning process can originate from the attainment of 
inaccurate information, discontent amongst community members, or stakeholders not knowing 
how to proceed. When involved in the planning of CBT, it is important to identify what the 
community needs and desires to obtain through the benefits of the initiative, and then make 
them feel as though they have capacity and power to affect these wants. Once these aspects are 
identified, the planning of the initiative should ensure they have goals—something to get them 
motivated, to get them excited and invested in their future to work to achieve their long-term 
agenda.  
From the very start of the community thinking about CBT, goals need to be set at intervals to 
keep community members focused and motivated. Regardless of how CBT is introduced to the 
community, whether it is through the government, an NGO, or as an initiative thought of by 
the community itself, once the community is involved in the process, goals must be established. 
In the beginning, only short-term goals might be specific, whereas, the long-term goals may be 
broad in nature; but, as the CBT initiative progresses, the long-term goals should become much 
clearer and specific to the needs and desires of the community members. 
Both short- and long-term goals must underpin focus on what components will be included in 
the initial CBT product offering and what the community members need to develop in terms 
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of capacity to fulfil their long-term goals. Concerning long-term goals, the community needs 
to decide on what benefits they are trying to gain through CBT and what development is 
necessary for CBT and what, if any, development are they aiming for as a result of CBT. The 
development aims can vary from increasing the skillsets of the community members to a 
community hall to better transportation systems to the establishment of bilateral industries.  
The long-term goals of the community should be decided on through community consensus 
and reviewed periodically to ensure members have not altered their opinions. Throughout every 
phrase of the CBT process, there needs to be plans in place. All plans involving the community 
need to be shared with the community and all external stakeholders. When operating with a 
facilitator or any external stakeholders, there needs to be clear lines of communication between 
the CBT leadership and the other stakeholders. External stakeholders need to be careful to not 
guarantee visitation figures, success, or anything that represents a variable or an uncertain 
outcome. At no point should anything come as a surprise to any of the stakeholders. Through 
the proper implementation of planning, this should be achieved and all stakeholders will be 
well aware of what is required of them well ahead of time. 
The communication of these plans needs to be written in a clear and concise manner and shared 
with all community members. The planning process should incorporate all community 
members, even those not involved in the CBT project, so no members are unaware of what is 
going on. Regardless of how much conflict may be occurring within the community, either 
internally or externally, or how successful the CBT project may be, there always must be 
agreement regarding the adopted plans so the community knows what they are working towards 
and/or what will be occurring around them. Once established, the long-term goals should be 
presented in writing at a common area for the CBT project participants, such as the 
administrative office, so they are visible to all community members as they actively engage in 
the CBT project. This can add positive reinforcement for their efforts and be a continual 
reminder of what they want to achieve.  
As a facilitator, it is important to bring in additional assistance or stakeholders, when needed, 
who are clear on the community’s needs and goals and are willing to work with the community 
to achieve the agenda. Also, as a conflict instance, working with untrained facilitators or 
stakeholders who are not willing to adapt to the community’s needs, demands, skills, and 
attributes creates an even greater divide during the process.  
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To minimise conflict, a clear understanding of the aims and objectives of the community, 
CBT operators, and the development process should be understood collectively. 
5.7.3.1.2 Results supporting the significance of this success factor 
There are numerous categories across ‘instances’, ‘responses’ and ‘impacts’ from both the 
Stage 1 and 2 results and the Case Studies that provided the basis for recognising the 
importance of the proper implementation of planning and constant review of the community’s 
goals being necessary for CBT success. 
The strongest evidence for the need for good planning comes from Stage 2 where ‘project 
implementation’ was the top category creating ‘instances’ of conflict. Additional relevance 
from the Stage 2 results is evident through the child category of ‘initiating a project’ within the 
‘instances’ parent category of ‘project implementation’, as this includes four sub-categories 
relevant to planning. ‘Developing a model that works for the entire community’ is also a child 
category related to planning found within the ‘instance’ of ‘project implementation.’ From the 
‘responses’ categories, ‘product implementation’ was also the primary referenced category. 
‘Also, from ‘responses’, ‘planning’ is the ninth most referenced category and the parent 
category of ‘management’ included four child categories pertaining to the product offering in 
conjunction with the community’s goals. 
.  Also, specifically relevant to the significance of this recommendation is ‘product offering 
and diversification’, which was the top-ranked ‘impact’, and included many child and sub-
categories pertinent to improving the success of the overall CBT project.  Furthermore, ‘project 
implementation’ received the fourth most references within the ‘impacts’ categories.  
Regarding conflict stemming from poor planning, as stated by N4, not having a process in place 
prior to project implementation is an ‘instance’ of conflict. Also evident within the Stage 2 
results, N4 described the importance of clear, established goals from the onset of CBT. As 
presented during the Stage 2 interviews, it was very important to set realistic, periodic goals so 
that community members would become reassured with the process as these goals were 
achieved. As a result, buy-in to the process continued to increase and more people began to 
participate in the process and contribute, because trust was being established as the community 
bore witness to achievements, regardless of how big or small they were. When the planning of 
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the CBT agenda produced the desired outcome, positive reinforcement of the process was 
attained.  
Within Case Study 1, from the onset of the community’s ambitions to revitalise the land and 
create an alternative income for community members, there was a plan in place for both the 
short and long-term. From the initial plan, the needs of the community were accounted for, in 
addition to the economic and environmental goals. 
During data collection at Case Study 1, many meeting were held during that time that allowed 
members of the CBT organisation to express all their concerns.  During these meetings all 
instances of conflict were brought to the forefront and future plans and aspirations were also 
discussed.  When the researcher inquired about the occurrence of the meetings, it was learnt 
they were held several times a week to keep the community members active, motivated, to 
know they have a voice in their future. 
As evident through Case Study 2, one of the main reasons for the continual conflict within the 
community is a result of the community not participating in the CBT process and only wanting 
to receive the financial benefits because CBT is occurring in their village.  Due to this reason, 
it has become difficult to ascertain participation in the development process and for the CBT 
leadership to focus efforts on the consensus benefit.  As a result, only those who are currently 
participating in the CBT process are providing input, which has the other community members 
feeling disenfranchised. 
From the Stage 1 results, ‘instances’ relevant to this success factor included ‘project 
management’ ‘planning’ and ‘project implementation’.  This theme however did not feature 
strongly in Stage 1 ‘responses’ or ‘impacts’. 
5.7.3.2 Dedicated Leadership Must Remain Focused and Diligent in 
Supporting Participation 
5.7.3.2.1 Overview 
It is important to establish who will be the voice of the community and the overall CBT leader 
as quickly as possible. Leadership must be goal-focused and project-driven and determined to 
bring benefits to the community.  By being clear on the direction of the CBT project, leadership 
gains the trust of community members, which in turn increases participation. 
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As soon as CBT is introduced, leadership, regardless of whether it is local or externally-based, 
should set a deadline to have an outreach program established and a certain number of 
community meetings to gauge the participation level of the community members. The 
community needs to be very clear on what their participation and dedication can bring to the 
initiative. As evident through this study, conflict occurs throughout all stages of CBT 
development. A key responsibility of leadership is to provide motivation for the community to 
stay focused on its goals and to provide alternative responses to conflict issues that do arise, 
which can be reviewed by the community in terms of those that will result in positive outcomes 
for the community. CBT leadership must also be able to effectively communicate and negotiate 
with external stakeholders in the best interests of the community. At all times, leadership must 
be able to account for what is required by the community and for the CBT offering to achieve 
the community’s goals and bring positive tourism benefits to the people, while mitigating the 
negative influences on the community. 
From the community perspective, attaining benefits to assist in livelihoods and development to 
serve the communities’ wants and needs is the most important ‘impact’. Therefore, having 
conflict management responses that ensure this requires a lot of planning and forethought on 
behalf of the local and CBT leadership, as well as external stakeholders whose interest is in 
facilitating the community’s development. As a strategy, planning for and preparing the 
community members to be able to make an easy transition into CBT is a necessity. To ensure 
community members are experiencing the positive outcomes CBT can provide, the community 
must participate and contribute to the CBT process so their wants and needs are known to 
leadership.  
An influence on participation that must be acknowledged during CBT development is 
motivation. Conflict related to motivation was found to be the result of community members 
feeling excluded during the CBT process or as a result of not being involved in anything similar 
previously.  Often this is the result of not being familiar with the formal process of participating 
in a structured or formal setting to achieve a goal. Many of the community members had not 
been exposed to the CBT process previously or were never asked to contribute their opinions 
about what would be beneficial to their community. This inexperience creates hesitation from 
the community members, which in turn creates conflict because they do not feel connected to 
the project. Due to this conflict, certain community members do not participate, thereby 
establishing greater disconnect. 
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Within the data, it can be ascertained that without an adequate, driven leadership structure in 
place, it is difficult to achieve a successful CBT product. This statement holds true regardless 
of the assistance and funding brought forward by external stakeholder groups. The community 
needs leaders that can negotiate with and establish a feedback process that can assist all 
stakeholder groups. Therefore, as derived from the results, leadership must be able to gain the 
trust of the people and act on behalf of the community and maximise the benefits to the 
community, as a whole.  Through gaining the trust of the community members, participation 
will ensue and continue. 
Effective capacity building involves assisting community members to have the confidence to 
contribute. Once the community members begin to get involved, it is essential their opinions 
are heard because once they feel disaffected or disconnected from the process, they will begin 
to withdraw their participation. By establishing an atmosphere where all input is valued and 
the decision-making of the community leaders or the CBT facilitators is transparent, then the 
community members will be begin to believe the process is equitable, which will increase their 
motivation and participation. 
Both CBT and community leadership must be clear on the commitment and resources 
required to enable a successful CBT offering.  
5.7.3.2.2 Results supporting the significance of this success factor 
This success factor recognises the importance of community participation in the CBT initiative 
and the key role of leadership in encouraging and supporting participation. 
The importance of participation was clear from the Stage 2 results where ‘participation was a 
key ‘instance’ of conflict.  ‘Participation’ also featured in the ‘responses’ (ranking eighth) and 
‘impacts’ (ranking seventh).  
Through the utilisation of CCM, and evident through the eventual saturation of the data, the 
Stage 2 participants, regardless of their affiliated stakeholder group, provided a significant 
understanding of community participation. Through working together, community members 
develop a greater understanding and appreciation for the benefits of participation, regardless 
of the CBT project’s success, by realising the potential of the process. Through participation, 
community members develop an understanding of what can be achieved, and as a result the 
word spreads about the experience, which results in additional members being willing to 
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participate. The results provided by P1 and reiterated by several other participants indicated 
that even through project failure, some communities will strive for another development 
initiative that may be more feasible after realising the benefits of participation. 
The link between strong leadership and successful community participation was demonstrated 
in Stage 2 interviews and the two major case studies.  As presented within the Stage 2 
‘responses’ N3 discussed the importance of having determined leadership make a commitment 
on a plan moving forward.  Within the Stage 2 results, G2 discussed the importance of ensuring 
communities desire CBT and wish to participate in the process prior to any phase of 
implementation.  N4 discussed the conflict associated with the community not wanting to 
participate in the process. 
Although not mentioned throughout the CBT literature as a key ‘instance’ of conflict, 
leadership was viewed by the Stage 2 participants as a very important factor serving as a 
catalyst for additional conflict issues. As discussed in the results by P1, leadership that is not 
strong, which lacks vision for the future development of the community, and does not have a 
basic understanding of how CBT can influence the livelihood ‘impacts’ of community 
members, is itself an instance of conflict. Also not discussed within the literature, is conflict 
affiliated with leadership that is not educated enough to direct the community in the right 
direction or, as another conflict ‘instance’, is unable to make the appropriate connections to 
establish networks and/or work with other stakeholder groups owing to historical conflict or 
the inability to let go of old traditions. Conflict ‘instances’ can arise as a result of unclear 
leadership structures, where local and external CBT leadership may create confusion within 
the community due to community members not being certain who has the best plan or who is 
working towards their best interests. As demonstrated within the Stage 2 interviews, it is the 
role of the community leaders to be able to provide hope and a way forward for the people. 
Community leadership and CBT leadership should be able to work together and have a mutual 
exchange of ideas about how CBT can benefit the local community. By having the CBT 
leadership understand what the community wants to get out of the initiative, the project will 
have a strong foundation to move forward and a clear agenda to present to external 
stakeholders.  
From the Stage 2 results, ‘leadership’ ranked tenth among the ‘instances’ categories.  
‘Leadership’ also appeared among the ‘responses’, and ‘impacts’. 
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The two major case studies demonstrated the role of strong leadership in success as effective 
leadership was demonstrated in Case Study 1 but not in Case Study 2.   
The initial agenda demonstrated in Case Study 1 demonstrated how the initial community 
organisation organised 30 to 40 youths from the community to participate in capacity building 
efforts. From Case Study 1, leadership remained diligent in ensuring community members that 
eventually they would begin to see the benefits of CBT, but first they had to plan and increase 
their capacity.  To keep them motivated, they instilled informal teaching methods that were 
interesting to participants.  Additionally, to keep the community involved and active, they held 
meetings where their participation was welcomed and discussed for possible future 
implementation. 
From Case Study 1, leadership implemented a kayaking club for community members to assist 
in team-building exercises and as a short-term, easily achievable goal to keep the community 
motivated. Also from Case Study 1, from the initiation of wanting to bring benefits to the 
community, the community members were very sceptical.  During this time, they did not 
understand what could be achieved.  In response, leadership remained patient and continually 
educated the community on the different aspects of the plan.  As a result, the community 
members became more educated about the various components of CBT and its benefits.  
Additionally, through the patience, focus, and knowledge displayed by the leadership, this 
assisted in motivating the community members towards participating in meetings to assist in 
improving their livelihoods. Furthermore, leadership did not request that the community 
members all become completely involved with the initiative. Instead, they encouraged 
community members to do what they felt comfortable with.  As more tourists came and as more 
benefits were achieved, participation levels increased. 
Within Case Study 2, due to the conflict between the CBT leadership and the local leadership, 
there remains a divide within the community regarding the acceptance of CBT, and as a result, 
the amount of participation from community members. To encourage participation, the current 
CBT leader from Case Study 2 has continually tried to educate the community about the 
benefits that can be achieved through CBT.  At the time of data collection, plans were in place 
to attain more participation establishing more of a leadership structure, with various positions, 
and also the encouragement and support of entrepreneurial ideas from community members to 
be implemented. 
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5.7.3.3 Benefit Scheme Should be Reviewed Systematically 
5.7.3.3.1 Overview 
The benefit sharing scheme should be determined prior to any tourism occurring. As a 
component of the scheme, the community needs to decide who will receive benefits and if there 
will be a communal benefit contribution. Through the progression of the CBT development 
stages, the benefit scheme needs to be fair and equitable to those who participate in CBT 
operations and those who do not. Decisions need to be made regarding who will receive the 
benefits and how often they will be distributed. Once the CBT project starts to conduct 
operations and attract visitors, the benefit sharing scheme needs to be monitored and reviewed 
periodically to ensure it remains fair to the entire community, depending on who is involved 
with the CBT product, the type of involvement, the amount of tourism occurring, and visitor 
expenditure rates. 
The community should brainstorm, research, and be provided with alternative options by 
leadership and external stakeholders.  As a collective, they will need to decide how frequently 
the entire community is consulted for their input into the evaluation of the long-term goals and 
the benefit sharing scheme. Concerning the goals of the community and their adopted benefit 
sharing scheme, members need to determine if they want to prioritize economic prosperity, 
increased living wages, communal benefits, improved infrastructure, access to networks, 
tourism development, community development, increased (bilateral) industry, a cap on 
tourism, to preserve their culture, what they will do to maintain and/ or restore their 
environmental assets, and so forth. 
To deal with ‘instances’ of conflict associated with the CBT process, community members 
must understand that together they will be embarking on a voyage of discovery. To be 
successful there is a need to develop an agenda for development that the community can agree 
on. This is necessary both internally and externally. Internally, conflict can arise when all the 
community members who wish to participate do not feel as though their voice is being heard 
or they would not be receiving a fair amount of the benefits from the implementation of CBT. 
From an external stakeholder view, to ensure community participation, proposals of 
development that originate externally must include the community’s input and involvement in 
development, or conflict will arise due to the community feeling disenfranchised. 
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CBT management and the community need to agree how benefits will be integrated into 
the community. 
5.7.3.3.2 Results supporting the significance of this success factor 
As the most important aspect to community development, benefits to the community were 
frequently referred to during data collection. Benefits were the second most referenced cause 
of ‘impacts’ in Stage 2.  While there are no categorical references to ‘benefits’ within the 
‘responses’ categorisations, in the ‘impacts’ categories, ‘community benefits’ also received the 
second most references. 
N7 discussed the need for a benefit scheme during CBT implementation.  Additionally, C2 
discussed how participation increased as more community members could physically see the 
benefits to the community.  Furthermore, C2 discussed how over-time the community became 
more and more comfortable with the CBT process because they realised the benefits they could 
get. 
As an example from Case Study 1, although the initial community organisation developed a 
plan from the onset that involved focusing on the needs of the community, as the third phase 
of their implementation plan, they began to hold regular community meetings.  During these 
community meetings, all community members were welcome to contribute their ideas on what 
CBT activities would best assist the community and its members. 
To assist in the attaining the local leadership’s support, the CBT leadership presented an initial 
plan on how the benefit scheme would work, which in turn build trust with the local leadership.  
Over time, as more tourists arrived annually, the benefit scheme was transformed into a 
cooperative, which meant that all community members, regardless of participation, would 
receive some financial benefit from the CBT operations.  Obviously, community members who 
participate in CBT activities receive more, based on their participation. 
Although Case Study 2 is in the developing stage, the CBT operators are working with the 
community members to establish a compromise with the benefits that would enhance 
participation and increase acceptance. 
From the Stage 1, ‘benefits’ appeared in ‘responses’ results - ‘encourage other stakeholder 
group to reassess benefits’ and ‘impacts’ - ‘attained a more beneficial pricing sequence’. 
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As discussed by Saarinen (2011), benefits should be received by local communities who are 
involved with the tourism activities that are being conducted for visitors. However, as 
demonstrated within the empirical evidence, conflict stemming from benefits was a significant 
instance of conflict affecting CBT projects. As a response, a benefit scheme must be established 
early on to mitigate internal conflict about who is and who is not receiving what and why 
certain individuals are getting more, while others get less. The benefit scheme should then be 
reviewed periodically, as decided on by the leadership, so the benefits of CBT can be reviewed 
and, if appropriate, the general community can receive greater rewards. As evident in Case 
Study 1, the cooperation (for benefit disbursal throughout the entire community) has been very 
valuable for all members of the community, regardless of their participation in CBT or not. 
5.7.3.4 Successful CBT Takes Time 
5.7.3.4.1 Overview 
‘Instances’ of conflict can also arise from not being able to adapt to situational circumstances 
and by not allowing the appropriate amount of time to get the implementation correct. Due to 
the conflict management process within CBT being interrelated and continually occurring, time 
and patience is needed to achieve the community’s goals. There is not one response or cure-all 
that can be implemented for a greater outcome; rather the gradual process of continual 
reinforcement of addressing issues associated with conflict within the community will 
gradually build capacity, educate, and empower the community to be able to carry on and 
improve things over time.  
Having the community members develop the capacity to compromise during meetings and with 
the development process, as a whole, is a skill that may in itself take some time to mature. The 
need for the community to be able to adapt is essential in ensuring that the ‘response’ and 
‘impacts’ are beneficial to the community. When negative ‘impacts’ occur, it is the 
responsibility of the leadership to ensure the community does not become too distracted or 
unmotivated and remains focused on previous positive outcomes and the success they want to 
achieve for the benefit of the community. 
As the last, and possibly the most detrimental, conflict instance that affects the community with 
prolonged negative consequences is based on governments abandoning CBT projects too 
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quickly, prior to them having an adequate opportunity to start demonstrating beneficial 
outcomes. This is often a result of funding cycles and the desire for instant returns on 
investment; however, CBT does not operate under a specified formula for success and 
depending on the variables associated with each community, the implementation and execution 
periods are significantly different in each case. 
Funding providers would benefit from realising CBT is a lengthy process and from 
focusing on fewer projects for a longer period of time.  
5.7.3.4.2 Results supporting the significance of this success factor 
Case Study 1 clearly demonstrates the value of long-term commitment to developing CBT. 
There are also a number of related categories in the Stage 1 and 2 results that highlight the need 
to take time to allow CBT to develop and prosper. 
As evident in the results of this study, particularly Case Study 1, successful CBT takes time to 
develop, properly implement, and conduct operations that begin to show positive ‘impacts’ on 
the community. Overcoming conflict issues and sustaining or increasing visitor numbers takes 
time, and patience throughout the process is a necessity. The conflict management process 
alone requires patience and continual reinforcement so community participants are not swayed 
by setbacks or become unmotivated due to the amount of time needed to foster the support and 
development of a successful CBT project. 
From Case Study 1, which began in 1997, five phases were established to ensure the final stage, 
operations, would be successful.  At the time data was collected from this case study, they had 
been providing instructional ‘demonstrations/ lessons’ to other community organisations from 
across the globe for several years and were in the planning stages of implementing bi-lateral 
industries. 
As further evidence from Case Study 1, originally there were seven homestays, which had 
increased to 35 at the time of data collection.  During the increase in the number of homestays, 
it was necessary for the homestay operators to meet both the criteria of the Ministry of Tourism 
and those established by the local CBT organisation. 
As evident within Case Study 2, many of the community members have wanted instant 
increased financial benefits to the entire community from the introduction of CBT despite the 
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establishment of a communal fund.  Due to this conflict, many of the community members 
have not wanted to get involved in participating, which has had several residual effects, which 
include tourists not experiencing an authentic product or feeling welcome and other community 
members feeling disenfranchised from the process due not understanding that benefits increase 
over time. 
Despite the conflict that is occurring, the CBT leadership and the community members that 
were interviewed, who currently participate, understand that they are involved in a long 
process.  They have acknowledged that slowly, as more benefits are accruing, that more people 
have begun to participate.  The CBT leadership has fully acknowledged that a ten year plan, 
from the time of data collection, was still needed to attain all the desired benefits of CBT. 
Within the Stage 2 ‘responses’ under the ‘management’ category there are several child 
categories that refer to situations involving a significant amount of time.  For example, ‘re-
orient the image of the destination’, ‘seek additional markets to create demand’, ‘assess 
community’s aspirations and try to implement’, and ‘gradually shift ownership between 
stakeholders’ all require dedication and patience on behalf of the community, a facilitating 
partner, and other stakeholders involved in the CBT process. 
Based on the ‘impacts’ from the Stage 2 results, the third ranked ‘community acceptance’, 
frequently takes time to instil, as indicated by the participants’ input into the CBT process.  
Another ‘impact’ that was previously reviewed in another recommendation ‘project 
implementation’, which was the fourth most referenced ‘impact’ also requires patience and 
understanding on behalf of the community to instil correctly to ensure consumer satisfaction, 
which is the building block for success.  As another ‘impact’ relevant to successful CBT taking 
time, ‘policy is adopted’ is also generally a lengthy process. As evident from the results, and 
as articulated by many Stage 2 respondents as a result of the CCM, the main objective of CBT 
is to develop a situation within the community where community members can continue to 
grow as a result of the initial CBT project. Therefore, although the first initiative may be 
unsuccessful, it is important to ensure the community members are able to gain confidence 
about working together and with external collaborators. This means that, even if the CBT 
project fails, the community members should feel empowered enough to be willing to try again 
in the future and bring the needed benefits to the community in a different context or format. 
C2 described how the CBT process is not easy and required a lot of patience from everyone 
involved.  C2 went on to state that patience is absolutely necessary for CBT to become 
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successful.  P4 discussed how many instances of conflict are related to the lack of patience and 
perseverance from the stakeholders involved. 
As explained by P1 and reiterated by several other participants, as a ‘response’, workshops to 
increase capacity building can assist the community in many ways. In addition to developing a 
skillset, workshops assist all community members because they begin seeing the advantages of 
participation, which will increase community pride, build motivation and trust, establish team-
building traits and other concepts that assist the community members in several facets of their 
livelihood and the overall CBT product. Therefore, capacity building, as a ‘response’, includes 
a holistic focus on the development of both the community member and the community.  
From the Stage 1 results, ‘impacts’ categories relevant to taking time included; ‘tourism 
development has slowed or stopped’, ‘the CBT initiative eventually occurred’, ‘stakeholder 
group gained valuable experience for future projects’.  
5.7.3.5 The Funding Process Must Enable the Empowerment of the Community 
5.7.3.5.1 Overview 
The results of this study determined that empowerment of the community is necessary for them 
to be able to conduct CBT operations without assistance and to be assertive in the development 
process. Funding streams eventually deplete and assistance from external stakeholders will 
eventually become non-existent. Additionally, the results illustrated many examples where 
government funding was not being utilised in the most beneficial and sustainable manner for 
the community to be empowered. Therefore, the need for the funding process to enable the 
empowerment of the community and its members is an absolute necessity. 
The results of this study also demonstrated the importance of a gradual exit-strategy by external 
stakeholders who are providing assistance. Prior to the funding no longer supporting the 
community and its goals, it is essential that community members have developed the capacity 
necessary to operate independently. 
From an external stakeholder point-of-view, those who fund and/or facilitate CBT projects and 
have ambitious plans to receive a financial return must keep in mind that high-interest loans 
and demanding payment plans the community is not prepared to support can lead to the CBT 
initiative being unable to continue, due to lack of financial resources. There must be a genuine 
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desire to assist the community over the long-term and a genuine intention to provide the 
appropriate amount of interaction with the community to ensure continual support. 
During the integration of CBT into the community, focus needs to concentrate on 
enhancing community members’ capacity to operate as a business. 
5.7.3.5.2 Results supporting the significance of this success factor 
From the data provided by several participants in Stage 2, many believed that the community 
needed to partner with the private sector to assist in both the funding and empowerment aspects.  
N2 stated how partnering with the private sector assists the community because there is more 
focus on the benefits of CBT.  N2 also explained how when the funding runs out, most 
community members are left with nothing, no product or transferable skills.  As a response to 
this, the empowerment of the community to employ the CBT product must be the focus from 
the onset of the initiative. G2 went into further detail about this by stating how governments 
frequently give funding to communities to make some improvements to their homestays, but 
never make the market connections necessary for the community to be successful.  N7 
explained many examples of conflict associated with providing assistance to the community 
but not developing their capacity along the way.  As a response, an effective exit-strategy must 
be established during the implementation of the CBT product by the stakeholder group assisting 
the community. 
As demonstrated in Case Study 1, the initial community organisation evolved into a CBT 
cooperative.  Through this cooperative, funding was dedicated to improving the entire 
community environment.  Through this process, community members became empowered to 
participate in decisions regarding the future of their community. Due to the success of the CBT 
project, Case Study 1 puts funding aside to initiate future projects to involve additional 
members of the community, since CBT is not for everyone.  As a result of ensuring money is 
set aside and future community projects are established, both the community and its members 
increase their empowerment through capabilities. 
As was realised during the stage 2 interview process, many communities failed with CBT 
because they did not have a proper marketing plan in place to attract tourists after they instilled 
a homestay program.  Despite still being in the developmental stage, Case Study 2 already has 
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a marketing concept to attract visitors and is now receiving benefits to certify homestays so 
more community members can become involved in the CBT process. 
From the Stage 1 results, ‘empowerment’ and ‘funding’ issues were raised by participants (but 
were not amongst the top 7 categories listed). ‘Instances’ of conflict related to ‘empowerment’ 
and ‘funding’ were recorded.  ‘Responses’ from Stage 1 included, ‘build support system with 
other stakeholder groups’, and ‘stakeholder group becomes more empowered’. ‘Impacts’ from 
Stage 1 include ‘financial implications for the development’, and ‘resolution occurred and 
development proceeded due to financial contribution’. 
Within the data, a participant G2 stated how the United Nations Development Program 
(UNDP) states that CBT (assumed to be ‘successful’) should be attainable within five years; 
however, as evident from the results, this is unrealistic. Therefore, ‘instances’ of conflict related 
to unrealistic expectations does not only have to do with community members being 
uneducated about tourism, but also due to governments and NGOs also having unrealistic 
expectations. In turn, additional conflict occurs due to funding being misspent or discontinued 
too early, as well as the community being engaged in an unsustainable manner or being 
detached from assistance too soon. 
As discussed within the results, an instance of conflict for many communities is based on trying 
to get out of debt with the government or another entity that provided the kick-start capital. 
Trying to generate positive net gains is difficult enough; however, due to the interval of time it 
takes for CBT to get established, quite often the interest rates, which may be unfavourable, 
start to accrue, making the net balance even harder to pay off. Furthermore, owing to many 
communities not being able to pay off their debts due to a lack of tourists, a CBT project that 
was never fully implemented, or a debt that grew too large, many funding institutes stopped 
giving out loans. Also, included as a reason some loans were stopped is due to communities 
not delivering on their proposed CBT initiative, which includes as an example, not including 
an environmental preservation aspect to their product offering. As discussed within the 
literature, inadequate funding results in difficulties attaining the desired results of the CBT 
project (Poudel et al., 2014). 
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5.7.3.6 Partnerships and Networks Need to be Utilised 
5.7.3.6.1 Overview 
The utilisation of CBT in bringing additional job creation and economic diversity to the 
community requires the establishment of partnerships and networks to achieve the 
community’s goals. Partnerships and networks will assist the community in achieving 
successful ‘impacts’ for their CBT project, but can also serve as the much-needed assistance in 
establishing bilateral industries to accompany the CBT product. Regardless of what products 
the community wishes to offer both domestically and abroad, the community will have to 
become more business-oriented and profit-driven to distribute their product to the market. The 
need to connect to the market through established networks and to partner with external 
stakeholders who have experience and contacts in the market is a necessity to ensure 
community members are offered a variance in job opportunity, maintain their original 
livelihood, or utilise another skillset.  
Throughout the CBT literature, the need for networks has been seen as an important aspect to 
achieving success (Beaumont & Dredge, 2009; Dredge, 2010; Jamal & Getz, 1995; Murphy & 
Murphy, 2004). However, as evident throughout the empirical research, many communities 
have faced difficulty in accessing networks that would assist in promotion, exposure, and 
connection to the marketplace. The ability to link the community with other tourism or 
complementary networks is required to ensure the demand and supply aspects of tourism.  
Important to note is that the reference to networks varies in specificity regarding the type of 
networks communities need to connect with and also in the role or function of the desired 
network. 
Many governments have directed excessive spending into communities without having 
established a clear way forward for the communities and without linking the communities to 
networks that can assist in promotion to bring tourists to the area.  Furthermore, additional 
handouts are often given to community members to improve the homes and facilities of the 
community, as many community members have the impression that if they operate the 
homestay program, they will get the visitors without doing marketing or promotion. However, 
due to the disconnect between the government and the community in regards to the realistic 
expectations of homestay programs, along with the monitoring process that assesses the 
community’s return on the government’s investment, additional conflict arises due to 
245 
 
community members becoming discouraged when tourists do not arrive. The result is 
community members feeling even more disenfranchised, which relates to a loss of motivation 
and, subsequently, participation in future development agendas. Also, despite money given to 
the communities for repairs, in most cases, community members are not given an effective 
outlet to increase their skills in dealing with tourism.  
The community’s priorities and vison must be clear so the other stakeholders can assist in 
making both CBT and bilateral industries a reality through the creation of network channels 
and the encouragement of entrepreneurial pursuits on behalf of community members who can 
offer complementary services. As a response to achieving a more diverse, successful 
community product offering, many respondents stated how bilateral industries were envisioned 
and established by the community. The government never realised these capabilities, made the 
connection on how they could be achieved, or implemented the proper training programs to 
assist the community.  Hence, planning for bilateral industries is an important aspect to CBT 
and community development.    
To ensure the community is able to maximise benefits from CBT, it is vital for CBT 
management to adopt a business approach to enhance operations through external 
capabilities.  
5.7.3.6.2 Results supporting the significance of this success factor 
As the research demonstrated through multiple participants, the operation of CBT should be 
operated as a business. Through this approach, communities should embrace networks and 
entrepreneurial contributions.  As presented in the results, several respondents explained the 
advantages of utilising networks as a response to mitigate conflict ‘instances’ and to assist in 
the development or implementation of the CBT product. Furthermore, conflict ‘instances’ were 
abundant due to community members not understanding their role in building capacity and 
initiating marketing activities. Owing to the community not realising the importance of 
networks also initiated ‘instances’ of conflict based on not capitalising from potential 
opportunities and partnerships.  
Another ‘instance’ of conflict is based on the government not assisting with networking and 
marketing of the community product, despite their investment in community development. 
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Also, the facilitation of promoting CBT and rural communities is not always emphasised as a 
necessity within the national tourism strategy. 
As evident throughout the ‘instances’ of conflict presented during Stage 2, many participants 
believed there was a disconnect between the government and the communities. Despite this, 
the utilisation of CCM allowed for these conflict ‘instances’ to be mentioned to government 
stakeholders so a rebuttal was able to be included within the results. Additionally, other 
stakeholders groups, namely NGOs and private, also provided insight into what the government 
could be doing better.  
G2 provided an example that stated the importance of partnering with everybody, particularly 
tour operators. P2 further emphasised this point by encouraging networks with external service 
providers to assist in exposure.  As another response, N1 described the need for communities 
to have access to networks and markets to be successful.  Within ‘impacts’, N6 explained how 
through a successful implementation process, the CBT product began to generate its own 
networks as a result. 
As a response detailed by a government stakeholder, G3, empirical evidence demonstrated how 
the Malaysian Ministry of Tourism was encouraging and trying to facilitate the incorporation 
of communities being integrated into tourism networks. The tourism networks referenced in 
this particular ‘response’ referred to communities being connected to marketing strategies 
employed by the government and exposure gained through travel agencies who were able to 
experience the CBT product, which would encourage them to promote the community and/or 
provide detailed information on the product offering, as well as including the community in its 
tour package. At the time of data collection, the Malaysian Ministry of Tourism was 
implementing a program to assist communities in attaining additional visitation. This program 
would entail taking travel agents around to the various communities so they would be more 
familiar with the communities and their product, which they were hoping would encourage the 
travel agents to promote the communities more, as well as provide a better service to the tourists 
who were looking for certain CBT offerings. 
As an impact, empirical evidence demonstrated how the most successful CBT developments 
implement bilateral industries. Through networks and entrepreneurial pursuits, as well as a 
community development plan that realises tourism is not best suited for all community 
members and/or dependent on too many variables, the revitalisation of other industries is 
determined to be the aim of future development. As demonstrated in Case Study 1, although 
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many community members were happy to be receiving work and took pride in the community 
product, many community members believed that through tourism only, they would not be able 
to establish a career with opportunities of advancement.  
As demonstrated in Case Study 1, the initial start-up capital to revitalise the land was attained 
through an NGO interested in preserving the wildlife. Due to their environmental initiatives 
and the successful networking of the CBT leadership from Case Study 1, they were able to 
attain the funding necessary to restore many environmental instances that occurred.  As a result, 
additional tourists and volunteers were attracted to be a part of the environmental rejuvenation 
process. Due to their exposure, which was achieved through engagement, actively seeking 
partners, and inviting ‘outsiders’ there to report on their experience, Case Study 1 has been 
able to ascertain partnerships around the world to assist in their marketing to tourists and 
environmental initiatives. 
Although Case Study 2 is still within its developing stage and is experiencing internal conflict 
from within the community, the CBT leadership is still able to gain funds from the government.  
The funding will be used to preserve the traditional longhouses, which means the community 
members that live in the main village will receive benefits to assist in the preservation of their 
home.  Also, as part of the funding package offered by the Ministry of Tourism, there is a grant 
offered for community members who will make improvements their house to accommodate 
tourists through the homestay program. 
In an attempt to increase visitation, which would mean greater benefits to the community 
members, the current Case Study 2 CBT leadership is in the process of trying to partner with 
nearby villages that have cultural or environmental product offerings, but are not certified by 
the Ministry of Tourism for homestay operations. 
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6.0 Conclusion 
6.1 Introduction 
To conclude, Chapter 6 reviews key aspects from this study, presents summaries of the 
findings, and outlines the contributions of this research. In section 6.2, the process undergone 
to develop the research objectives for this study is reviewed. The key findings from this study 
will be provided in section 6.3. Along with the presentation of the research analysis table, which 
is the amalgamation of the summary tables found throughout this paper, the key findings 
presented will include a summary of what was discovered while researching ‘instances’, 
‘responses’, and ‘impacts’ related to conflict. Also within 6.3, the conflict management model 
is presented in its entirety, along with summary statements about the findings related to the 
‘interrelationships’ of the conflict themes and how success during CBT is more likely to be 
achieved. The theoretical, methodological, and practical contributions of this study will be 
presented in 6.4. To conclude the chapter and the study, limitations of the research, suggestions 
for future research, and an overarching conclusion will be presented in 6.5, 6.6, and 6.7, 
respectively. 
6.2 Process to Arrive at Research Objectives 
To address the research gap, the purpose of this study was developed, which was to explore 
how key stakeholder groups manage conflict with other key stakeholder groups during a 
CBT initiative. To initiate this process, a model was theorised after reviewing both the CBT 
and conflict management literature. Contemplation about the conflict management process was 
undertaken to develop a conceptualisation of what must occur to facilitate conflict management 
during CBT. As a result, an original contribution towards understanding conflict management 
was developed, and presented as a linear model.  
The progression of the linear model involved an ‘instance’ of conflict occurring, followed by 
a ‘response’ to the conflict, which then initiated an ‘impact’ on the CBT project. To determine 
if this logic was comprehensive, a systematic review of the CBT literature was then conducted 
to assess the context of CBT-related concepts. The systematic review of the literature 
determined the linear model to be a logical progression and also distinguished which CBT 
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related concepts were most frequently mentioned as being ‘instances’, ‘responses’, and 
‘impacts’.   
The research objectives for this study were then developed to provide a research design that 
explored the ‘instances’, ‘responses’, and ‘impacts’ that were occurring during CBT initiatives, 
to validate and possibly extend the conflict management model as an appropriate means of 
addressing conflict, and to understand how the challenges of CBT could be managed better to 
achieve more successful outcomes.  
6.3 Addressing the Research Objectives. 
Within this section, the development of the research analysis table and the five research 
objectives will be addressed by presenting the findings of this study. Within the sub-sections 
dedicated to the research objectives, summaries of the findings will be presented. The findings 
of the literature review and Stages 1 and 2 are presented in Table 6.1. 
6.3.1 Development of the Research Analysis Table 
Within the Literature Review, Results, and Discussion chapters, the key concepts that emerged 
during the research process to address the five research objectives were presented in tables 
relevant to that particular section of the study. As seen in Table 6.1, the amalgamation of those 
tables is presented to display the key concepts that emerged during the research design as a 
collective representation of the findings. Also shown in the table are the main concepts 
identified in the analysis of the literature that were predominately found within the Stage 1 and 
2 results. The sub-sections that follow the presentation of the table provide an overview of the 
conclusions drawn from the analysis of all the data. 
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Table 6.1: Emerging Key Concepts Addressing the Five Research Objectives as Found within the Literature and Stages 1 and 2 of the 
Research Design 
 
Instances Responses Impacts Inter-relationships Success
Literature:
 - Benefits  - Collaboration  - Increased Benefits  - a series relation (in which A leads to B), which  - Successful
 - Implementation     - Partnerships and Networks  - Implementation     is the characteristic cause-and-effect type  - Some successful elements
 - Power Relations  - Participation  - Participation     relation of classical science  - Too early too tell
 - Participation  - Empowerment  - Empowerment  - a parallel relation in which two elements are  - Unsuccessful
 - Funding  - Planning  - Resource Management    affected by another element
 - Lack of Capacity and Education  - Capacity-Building  - Stakeholder Interaction  - a feedback relation, which describes a situation in 
 - External Interference  - Social Economy    which an element influences itself
 - Communication  - Government Intervention
 - Government  - Communication
 - Resource Management
Stage 1:
 - Conflicting Interests  - Attempt to establish stronger communication between stakeholder groups  - Minimal to no impact towards conflict resolution  - Linear Progression  - Successful
 - Resource Management  - Advocate an environmental initiative  - Tourism development has slowed or stopped  - New Conflict Develops  - Some successful elements
 - Environmental Management  - Build support system with other stakeholder groups  - Community developed capacity for CBT operations  - Conflict Themes Occur Simultaneously  - Too early to tell
 - Project Management  - Stop working with another stakeholder group  - Additional stakeholder groups have withdrawn interest or become less confident  - Multiple Conflict Themes affect each  - Unsuccessful
 - Capacity  - Educate another stakeholder group  - Established new partnerships within the tourism industry    other as a catalyst for addtitional conflict themes
 - Community Opposition  - Failed to provide assertive leadership  - Collaboration between affiliated stakeholder groups resulted in a positive outcome
 - Planning  - Allow another stakeholder group to increase their capacity within the project  - Created more tourism awareness within the community
Stage 2:
 - Project Implementation  - Product Implementation  - Product Offering and Diversification
 - Benefits  - Management  - Community Benefits
 - Participation  - Capacity-building  - Community Acceptance
 - Stakeholder Opposition  - Collaboration  - Project Implementation
 - Human Resource   - Marketing  - Empowerment
 - Environmental  - Education  - Capacity Building
 - Collaboration  - Communication  - Participation
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6.3.2 RQ1: To Explore Instances of Conflict between Key 
Stakeholder Groups within CBT initiatives. 
‘Instances’ were explored and identified both in the literature and through the empirical 
research conducted with CBT stakeholder group representatives. During the research process, 
the participants clearly identified numerous examples regarding the ‘instances’ of conflict. The 
most referenced Stage 2 results and their comparison to the literature are presented in summary 
within this section. 
‘Project implementation’ was a common theme across the research and there were numerous 
similarities between the literature and the Stage 1 and 2 results. However, the primary research 
identified new aspects for consideration into the literature concerning the importance of a 
proper on-site consultancy team and the advantages of certification. 
‘Benefits’, generally confirms past research from the literature. A significant key contradiction 
from the Stage 2 results signifies that many communities who adopt tourism do not receive 
CBT benefits, which has been previously discussed within the literature, but this study 
uncovered new insight into why certain communities were not receiving the benefits of CBT. 
The contradiction discovered during the research process was that many community members 
did not fully understand the benefits of CBT or simply were not putting in any effort to attain 
the benefits, yet still wanted to receive the benefits.  Therefore, although previous literature has 
stated how many communities were not receiving the benefits of CBT, this study provided 
additional depth into why CBT was not assisting certain communities. 
‘Participation’ results from Stage 2 provided a more comprehensive understanding of how 
‘instances’ related to participation result in conflict, highlighting aspects to consider regarding 
the reasons that community members may not participate in CBT. These additional aspects 
were in relation to how cultural differences influence progress and how an opposing 
community group not providing their input can create conflict. 
‘Stakeholder opposition’ data from Stage 2 primarily corresponds with the literature. However, 
additional insight into the differences and influence of internal and external stakeholder 
opposition was attained.  Internal conflict amongst stakeholders was viewed as potentially 
being engrained into the community culture; however once resolved, the likelihood of success 
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had higher probability.  To the contrary, external conflict with stakeholders was viewed as 
being a primary reason why CBT projects would cease to continue. 
‘Human resource management’ data from Stage 2 provided additional depth regarding the 
significance of motivating community members and also the detrimental effects of community 
members feeling disenfranchised by the CBT process. 
‘Environmental’ aspects associated with ‘instances’ both confirmed the literature and added 
additional aspects for consideration. New depth regarding conflict was added regarding 
poaching, which in one case underwent an increase after lands were designated for CBT 
purposes. 
‘Collaboration’ results from Stage 2 demonstrated additional knowledge regarding conflict 
‘instances’ during CBT due to community members not being knowledgeable about and trained 
regarding their role within the collaboration process that occurs during CBT.  
Although not listed among the top seven most referenced categories from Stage 2, ‘power 
relations’, ‘funding’, ‘lack of capacity and education’, and ‘leadership’ were also reviewed in 
the Discussion chapter due to their representation being key concepts frequently mentioned as 
‘instances’ within the literature. 
‘Power relations’ was frequently mentioned throughout the literature as being an ‘instance’ of 
conflict; however, the empirical data did not support this finding when participants were asked 
directly about its influence. Examples provided by the participants revealed conflict that could 
be credited to power relations, but other findings that emerged as more relevant were found to 
influence this category, which would add to the literature.  
‘Funding’ results from Stage 2 confirmed the literature; however additional depth regarding 
the use of available funding was revealed.  For ‘financial’, additional depth was attained 
regarding pricing, additional costs, and working out of debt as ‘instances’ of conflict. 
‘Lack of capacity and education’ provided additional depth related to community members not 
understanding how their efforts can be beneficial to both themselves personally and to the 
entire community, the use of improper teaching techniques, and the youth not wanting to get 
involved.   
As a new contribution, ‘leadership’ was not identified within the literature as a frequently 
mentioned ‘instance’ of conflict; however, the results of the empirical research indicated 
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leadership having a strong influence on both internal and external conflict. The conflict 
associated with leadership can be the result of unfocused or ineffective leadership unable to 
provide direction and guidance to community members during the CBT process.  Additionally, 
conflict arises when leadership is unable to provide guidance to community members seeking 
a means to improve their economic capabilities through tourism and complementary industries 
while trying learn transferrable skills.  Another new addition to the literature is conflict 
associated with leadership that is unable to utilise the community’s resources for the benefit of 
community members and the preservation of their assets. 
6.3.3 RQ2: To Investigate the Conflict Management Techniques 
used by the Key Stakeholder Groups to Respond to the 
Identified Conflict. 
Multiple ‘responses’ to conflict by stakeholder groups were identified in the literature and 
empirical research. The most referenced Stage 2 results are reviewed in correlation to the 
findings from the literature within this section.  
‘Product implementation’ as a ‘response’ confirmed the literature, but also provided new and 
additional aspects for consideration. Additional depth and new perspectives on the literature 
was attained regarding certification, pricing schemes, international development agenda, and 
patience. 
‘Management’ within the Stage 2 results confirmed the literature by demonstrating the need 
for CBT to be properly managed through a best practice approach towards planning in 
accordance to the needs and desires of the community to respond to conflict. 
‘Capacity building’ results either confirmed or provided additional depth to the literature. The 
additional depth in relation to ‘responses’ was related to the gradual implementation of CBT, 
the gradual detachment of stakeholders assisting in CBT operations, and the need to develop 
the confidence of community members and allow them to proceed without outside interference. 
‘Collaboration’ was confirmed as a very important ‘response’ during CBT operations. The 
additional findings related to networks, government intervention, and social economy provided 
additional depth to the literature. 
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‘Marketing’, as a response, provided empirical evidence for the concept to be integrated into 
the literature and more heavily enforced during the CBT process.  The regular nomination of 
marketing as a response is an important response to influence success. 
‘Education’ from the Stage 2 results provided new depth into how to respond to conflict. This 
new depth involves informal teaching methods and implementing hands-on learning. 
‘Communication’ results primarily confirmed the literature, but added new depth related to the 
communities continually increasing demands for communication.  Thus there is a need for CBT 
leadership to address these demands with increased communication to assist with participation 
and CBT acceptance. 
6.3.4 RQ3: To Explore how the Key Stakeholder Group’s Response 
to the Conflict Impacted the CBT Initiative. 
Many ‘impacts’ from the ‘responses’ to conflict were identified in the literature and the 
empirical results. The top referenced categories from Stage 2 are provided in this section and 
compared to the findings from the literature analysis.  
‘Product offering and diversification’ both confirmed the literature and provided new aspects 
to be added into the CBT literature as ‘impacts’. The new contributions to the literature include 
‘upgrade in tourist offering’, ‘certification’, and ‘international recognition.’ 
‘Community benefits’ as an ‘impact’ from the Stage 2 results confirmed the literature, with the 
findings on bilateral industries adding depth to the literature.  Due to bilateral industries 
providing additional ways the community can participate in their development and by creating 
additional revenue streams, bilateral industries are viewed as being a positive ‘impact’. 
‘Community acceptance’ confirmed the literature by providing empirical evidence on how it 
assists in community participation.  However, new depth to the literature was added by 
providing insight into how to achieve this impact through motivating community members and 
including them in the CBT process. 
‘Project implementation’ results provided additional depth regarding ‘impacts’. The additional 
depth was evident in results about adopting alternative CBT plans, how projects can gain 
momentum, and why certain CBT projects continue to experience conflict, or fail. 
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‘Empowerment’ results primarily confirmed the literature; however, empirical evidence on the 
development of a community based management scheme provided additional depth and data 
on the negative ‘impact’ of corruption was a new addition to the existing knowledge. 
‘Capacity building’ as an ‘impact’ was evident through both the Stage 1 and 2 results.  Capacity 
building as an end in itself would be a new perspective of the concept to the existing literature, 
which has predominately viewed the concept as an ‘instance’ or a ‘response’. 
‘Participation’ results from Stage 2 confirmed the literature; however, new depth was evident 
in the results demonstrating the positive affects participation has on relationship-building with 
other stakeholder groups and tourists. Additionally, the empirical research conflicted with the 
literature regarding the negative ‘impacts’ of participation in a homestay program by providing 
evidence of positive benefits of participating in homestay programs. 
6.3.5 RQ4: Does the proposed model of instances, responses, and 
impacts provide an initial understanding of the conflict 
theme components that can be identified when addressing 
conflict management during CBT? 
A linear model was initially proposed and it appears to be appropriate, but not sufficient to 
address conflict management in CBT.  To address the complexity emerging from the empirical 
data, the utilisation of the ‘interrelationships’ presented by Hall (2008) combined with the data 
attained in the study enabled the development of three new ways to view the conflict 
management process (Table 6.1). These new ways of explaining the ‘interrelationships’ of the 
conflict themes led to the creation of new sub-models, which are presented in Figure 6.1, to 
coincide with their explanations. The development of the conflict management models is 
presented in section 6.3.6. 
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Linear Progression of Conflict Themes 
 
 
New Conflict Develops 
 
 
Multiple Conflict Themes (a) 
 
 
Multiple Conflict Themes (b) 
 
Conflict themes can occur simultaneously  
 
Figure 6.1: Conflict Management Model 
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6.3.5.1 Development of the Conflict Management Models 
Within this section, the conflict management models developed during this study will be 
simultaneously presented and reviewed to demonstrate their contribution to both the CBT and 
conflict management literature. 
6.3.5.1.1 Linear progression model 
As the first model presented within this study, and the most straightforward, in terms of 
explanation, the linear progression sub-model (Figure 6.1) demonstrates how one ‘instance’ of 
conflict has one ‘response’, which has one ‘impact’. Within this model, the ‘response’ to the 
‘instance’ of conflict will result in either a positive or negative ‘impact’, which will influence 
the success of the CBT development. 
6.3.5.1.2 New conflict arises 
Within the new conflict arises sub-model (Figure 6.1), an ‘instance’ of conflict can create 
another ‘instance’ of conflict, a ‘response’ to conflict can create another ‘instance’ of conflict, 
and the ‘impact’ of a response can create another ‘instance’ of conflict. Therefore, this model 
reflects how ‘instances’ of conflict will continue to occur throughout the CBT development 
process and ultimately the need for these ‘instances’ of conflict to be continually identified and 
addressed. 
6.3.5.1.3 Multiple conflict themes 
The ‘multiple conflict themes affect each other’ sub-model can be presented in countless model 
configurations; however, to illustrate the complexity of scenarios, two diagrammatic 
configurations are presented to provide examples of how this sub-model works. As shown in 
Figure 6.1 one scenario that can occur is through two ‘instances’ of conflict having one 
‘response’ that results in three separate ‘impacts’ of conflict. Another scenario, as also 
displayed in Figure 6.1, is when one ‘instance’ of conflict has two ‘responses’, which results 
in two ‘impacts’; however, important to note is how one of the two ‘responses’ influences both 
of the ‘impacts’. 
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The main understanding to be gained through this model is the multitude of scenarios that can 
exist during the conflict management process and between the ‘instances’, ‘responses’, and 
‘impacts’. 
6.3.5.1.4 Conflict themes occur simultaneously 
The ‘conflict themes occur simultaneously’ sub-model, shown in Figure 6.1, demonstrates how 
several different ‘instances/responses/impacts’ of conflict are occurring concurrently. This sub-
model best reflects a conflict management process that has several ‘instances’ of conflict 
occurring at once, with each having a corresponding ‘response’, which each have a 
corresponding ‘impact’. During the CBT process, this model can be apparent during any stage 
of development; however, during the beginning of the CBT operations, it would be most likely 
more certain to occur. To proceed through the CBT development stages, the need to address 
the concurrent ‘instances’ of conflict and respond appropriately to ascertain as many positive 
‘impacts’ as possible would be needed to assist in the success of the CBT project and result in 
community benefits being distributed appropriately to community members.  
6.3.6 RQ5: How can Investigation of Instances, Responses, and 
Impacts of Conflict in CBT Inform Future Projects to 
Increase the Likelihood of Success? 
The findings related to research objective 5 are in essence the practical contributions emanating 
from research objectives 1 through 4 and are presented in the following section, ‘Contributions 
of the Research’. 
Through the interviews and particularly the case studies, it was clear that success is difficult to 
define because there are many elements of success. Many CBT projects that are long-term are 
considered successful and there also many that end up ceasing operations or are unable to 
provide benefits to the community, which are considered unsuccessful. Throughout the 
research, all of these examples were revealed. Within 6.4.3, the managerial and practical 
contributions, there are recommendations arising from this research that should be taken into 
account when planning or developing a CBT project in order to maximise success and to 
minimise conflict, or at the very least, manage it and have positive outcomes from the conflict 
that is undoubtedly going to occur at some point. 
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By understanding the conflict management processes, as illustrated in the model Figure 6.1, 
the research problem is addressed when stakeholders and practitioners are able to better 
comprehend the CBT process in foresight, which would allow for more astute planning and a 
better application of funding and resources. 
Although not all CBT projects can be successful, the need for a better understanding of conflict 
management and the positive role it can play in assisting CBT development was found to be 
the most important underlying finding of this study.  
6.4 Contributions of the Research 
The theoretical, methodological, and management and practical contributions of this study are 
reviewed within this section. 
The identified research gap is that conflict and conflict management have not been studied 
specifically and convincingly within the CBT context. By addressing the research gap, this 
study determined the significance of understanding conflict and conflict management during 
the CBT process. The importance of these concepts filled the gap in CBT knowledge and 
demonstrated how many of the issues and challenges that occur during CBT can be managed 
to achieve more beneficial outcomes. This was achieved by developing a theoretical approach 
to assessing conflict and establishing a model, which was then validated as a conflict 
management tool that can be used to assist in positive influences and successful outcomes for 
CBT development. 
As a result of this study, CBT as a community development tool has been provided the 
capability of experiencing greater benefits and more sustained approaches to the development 
process. Therefore, the exploration of conflict and conflict management during CBT examples 
has resulted in new knowledge to be applied to the concept of ‘best practice’. From the detail 
provided by the study participants, a clearer understanding of why certain CBT projects fail or 
are successful was obtained.  
This study is significant because through the primary research conducted for this study, the 
understanding of CBT and how it can be more successful was advanced. As the overarching 
contribution of this research, new knowledge regarding CBT was achieved through the 
exploration and analysis of conflict and conflict management during the CBT process. The 
results are important because they address the research problem and fill the identified research 
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gap. Regarding the research gap, the results of this exploratory study set the foundation for 
further research specifically addressing conflict and conflict management within the CBT 
context. Concerning the research problem, through understanding the significance of conflict 
management during the CBT process, stakeholders and practitioners are able to better address 
the issues and challenges that occur during CBT, and this could assist in transforming a sound 
theoretical ideal into a more practical reality on a more consistent basis. 
The theoretical contributions of this study are presented here to demonstrate the academic 
applications that were developed and applied to the research. The methodological contribution 
of this study is the use of CCM in a CBT study, which was used to gain rich, substantial input 
for the Stage 2 interviews. Also included in this section are the managerial and/or practical 
implications derived from this research. The practical implications are a result of the 
compilation of participant contributions and examples referencing what they believed to be the 
keys to success based on their experiences. Taking into account the theoretical contribution of 
assessing conflict through the examination of the ‘instances’, ‘responses’, and ‘impacts’ related 
to conflict management, the practical contributions emerged through the qualitative approach 
to the collection of the data. Therefore, holistically speaking, by examining the conflict themes 
and their effect on CBT development, the foundation and necessary steps for a more successful 
approach to CBT emerged. 
6.4.1 Theoretical Contributions 
The three theoretical contributions of this study are reviewed in the following sub-sections. 
6.4.1.1 First CBT Study to Specifically Address Conflict and Conflict 
Management 
The main contribution of this research is that it is the first and the only CBT study to specifically 
utilise empirical data on conflict from multiple examples of CBT projects from across the 
globe. The empirical data was obtained from numerous examples of CBT to assess conflict 
management during CBT, which had not been the specific focus of previous studies. To further 
add to this contribution, this is the first study to use empirical results on conflict from interviews 
of participants representing four separate stakeholder groups involved in CBT simultaneously, 
while including data from across the globe. As a result of this study, there is now an empirical 
dataset consisting of the categories associated with the conflict themes of ‘instances’, 
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‘responses’, and ‘impacts’. This is also the first study to assess conflict and conflict 
management through the concepts of ‘instances’, ‘responses’, and ‘impacts’. Additionally, this 
is the first study to distinctly demonstrate how the conflict management process can be assessed 
as an ongoing process as a result of the ‘interrelationships’ that occur between the conflict 
themes. Therefore, the body of knowledge on CBT now includes a detailed understanding of 
conflict and conflict management in CBT from various perspectives of associated stakeholder 
groups from developed and developing countries across the globe. 
When the research was designed, it was the first CBT study focusing specifically on conflict 
and conflict management and it was therefore the first to review the CBT literature and identify 
‘instances’, ‘responses’, and ‘impacts’ of conflict within the CBT literature. During the 
research process there has been one publication on this topic. ‘Social conflict in communities 
impacted by tourism’ which was published in Tourism Management in April, 2013 by Yang, 
Ryan, and Zhang. That study had a primary focus on social conflict during tourism 
development in China and its influence on the indigenous community. Despite that study 
specifically researching conflict during the introduction of CBT, it only focused on one specific 
location; whereas this study reviewed conflict from across the globe and included additional 
aspects to enrich the contributions of this research. As a result, this is the one and only global 
study of conflict and conflict management in CBT. 
Excluding Yang et al. (2013), prior CBT research may have mentioned conflict, reviewed 
conflict, mentioned challenges, or discussed conflict during a situation where something 
happened, but the focus was not primarily on conflict. Although previous studies have assessed 
conflict within a particular context, this is the first study to explore CBT from a conflict and 
conflict management approach. Additionally, the study was global in focus, including CBT 
examples from both developed and developing countries. Stage 1 and 2 data included CBT 
examples from Asia, Africa, the Caribbean, the Middle East, Latin America, the South Pacific, 
the U.S.A., Canada, and Australia. 
6.4.1.2 Development of a Conflict Management Model 
This study developed a conflict management model, which was theorised through examination 
of the CBT and conflict management literature and tested through the collection of primary 
research. The proposed conflict management model was an original conceptualisation derived 
to address the lack of literature that clearly articulated a step-by-step assessment of how conflict 
262 
 
influenced the CBT process. The conflict management model developed for this study can be 
applied in various disciplines and does not have to be used only within a CBT context. 
However, the model was tested within the CBT context and was found to be useful as a means 
to identifying the ‘instances’, ‘responses’, and ‘impacts’ related to conflict management. In 
addition to the linear model illustrating the conflict themes, the addition of adapted models 
demonstrating the multiplicity of conflict theme scenarios, based on the primary research, were 
also presented. 
6.4.1.3 Systematic Analysis of Conflict in the CBT Literature. 
An assessment process was used in reviewing the existing literature on CBT to determine what 
the ‘instances’, ‘responses’, and ‘impacts’ were that related to conflict and conflict 
management. This assessment process is evident in Chapter 2, as displayed in Table 2.9 and 
presented in sub-sections 2.5.2 through 2.5.4. The assessment process involved reviewing the 
CBT literature and scrutinising the context of the key themes and concepts used in CBT studies, 
including both general research examining past literature and specific case studies. During this 
process of analysing the CBT literature, a determination was made on what were the most 
prolific ‘instances’, ‘responses’, and ‘impact’ conflict themes. The most prolific concepts were 
presented within the literature review and are also collectively found in Table 6.1. Within 
Chapter 5, the discussion includes a summarisation of the empirical results in comparison to 
the most prolific conflict themes, as determined through the assessment of the CBT literature.  
6.4.2 Methodological Contributions 
As the methodological contributions of this study, the application of CCM provided the results 
necessary to attain the required depth and gain the richness required to answer the five research 
objectives while contributing new insight into what can be considered CBT best practice. 
6.4.2.1 First CCM Study of CBT 
Instead of being limited by set questions developed from Stage 1, by utilising CCM, the 
findings from the previous Stage 2 interviews were used to expand on the researcher’s 
understanding and continue to revise the questions which in turn allowed for a greater and 
richer data set. As previously stated, the CCM is used to analyse and systematically compare 
data with previously collected and analysed data prior to any further data collection. This 
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process is done repeatedly to exhaust all angles of a topic. The use of CCM during Stage 2 of 
the data collection provided the most effective means of gathering insightful data from the 
study’s participants. Additionally, by gaining knowledge from Stage 1, then Stage 2, the use 
of CCM and semi-structured interviews allowed for the continual enhancement of knowledge 
concerning the depth of CBT projects.  
In addition to being able to establish further inquiry based on previous input, the knowledge 
base allowed for a continuous flow of conversation, where the participants, knowingly or not, 
added depth to the understanding of both CBT and the conflict themes. Through this ease and 
fluidity in conversation, based on the researcher’s continuous growth in understanding of the 
topics being discussed, it became evident as more interviews were conducted that the 
participants felt more comfortable and forthcoming in providing depth to the input, as 
compared to simple answers to the questions. As the CCM method constantly evolved from 
participant to participant, it was obvious that through the evolution of the process, CCM 
captured a large volume of data that may never have been uncovered using another research 
method.  Therefore, due to the exploratory nature of the study, the CCM enabled the capability 
to derive continually rich data through the constant analysis and redevelopment of the interview 
process until saturation was reached.  Additionally, the insights brought forth through the CCM 
provided the knowledge and foundation to pursue and fully understand the concepts pertinent 
to the ‘interrelationships’ within the data. 
6.4.3 Management and Practical Contributions 
The management and practical contributions of this study were developed through the overall 
synthesis of the data from the entire research process. The following sub-sections provide the 
details necessary to assist in the successful development of a CBT project. 
6.4.3.1 Proper Implementation of Planning is Necessary through Constant 
Review of the Community’s Goals 
The proper implementation of planning is necessary from the initiation of CBT being 
considered as a community development option. The planning of CBT requires the community 
to vocalise their needs and desires regarding the benefits of the initiative. Throughout the Stage 
2 interviews the majority of participants emphasised the importance of planning through the 
involvement of the community, as evident through ‘project implementation’ being the top 
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referenced category for both ‘instances’ and ‘impacts’ within Stage 2, while ‘product 
implementation’ was the top referenced ‘response’. 
To minimise conflict, a clear understanding of the aims and objectives of the community, 
CBT operators, and the development process should be understood collectively. 
6.4.3.2 Dedicated Leadership must Remain Focused and Diligent in 
Supporting Participation  
From the onset of CBT, leadership must be goal-focused and project-driven to bring benefits 
to the community.  By giving direction to the CBT project, leadership gains the trust of 
community members, which results in increased participation. Although not among the top 
referenced categories in Stage 2, interview participants strongly emphasised the need for 
strong, dedicated leadership to be in place.  Leadership that is able to motivate community 
members and gain their trust gains greater participation in the CBT product. Through 
participation, community members then develop a greater understanding and appreciation for 
the benefits of CBT. 
Both CBT and community leadership must be clear on the commitment and resources 
required to enable a successful CBT offering.  
6.4.3.3 Benefit Scheme Should be Reviewed Systematically 
Prior to receiving tourists or applying for government assistance, a benefit sharing scheme 
should be determined by the CBT leadership, in consensus with the community. The 
community needs to decide if there will be a communal benefit contribution and who will 
receive benefits. As CBT development increases, decisions need to be made regarding the 
benefit scheme, ensuring it is fair and equitable to those who participate in CBT operations and 
those who do not. The benefit sharing scheme needs to be monitored and reviewed periodically 
to ensure it remains fair to the entire community. Benefits were the second most referenced 
cause of ‘instances’ and ‘impacts’ in Stage 2.   
CBT management and the community need to agree how benefits will be integrated into 
the community. 
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6.4.3.4 Successful CBT Takes Time 
Due to the conflict management process within CBT being ‘interrelated’ and continually 
occurring, time and patience is needed to achieve the community’s goals and to get the 
implementation correct. CBT requires continual reinforcement of addressing issues associated 
with conflict within the community to ensure community members feel comfortable with the 
process and develop the skills necessary to implement CBT and make it function as a 
community development tool.  As evident in Case Study 1, successful CBT takes time to 
develop, implement, and attract enough tourists to where  positive ‘impacts’ on community 
livelihoods are realised.  
Funding providers would benefit from realising CBT is a lengthy process and from 
focusing on fewer projects for a longer period of time.  
6.4.3.5 The Funding Process must Enable the Empowerment of the 
Community 
The results of this study determined empowerment of the community is necessary for them to 
be able to conduct CBT operations without assistance and to be assertive in the development 
process. Additionally, funding streams eventually deplete and assistance from external 
stakeholders will eventually become non-existent. Examples of CBT from Stage 2 illustrated 
how government funding was not being applied in the most beneficial and sustainable ways. 
Also discussed within the results as an issue for many communities is conflict related to trying 
to get out of debt with the government or another entity that provided the initial investment 
capital. Therefore, the need for the funding process to enable the empowerment of the 
community and its members is an absolute necessity.  
During the integration of CBT into the community, focus needs to concentrate on 
enhancing community members’ capacity to operate as a business. 
6.4.3.6 Partnerships and Networks Need to be Utilised 
Partnerships and networks are necessary for bringing additional job creation and economic 
diversity to the community through CBT. Partnerships and networks will assist the community 
in achieving successful ‘impacts’ related to their CBT project, but can also serve as the much-
needed assistance in establishing bilateral industries to complement the CBT product. As 
evident throughout the ‘instances’ of conflict presented during Stage 2, many governments 
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have directed excessive spending into communities without having established a clear way 
forward for the communities and without linking the communities to networks that can assist 
in marketing the community. Many participants believed there was a disconnect between the 
government and the communities. As a response, empirical evidence demonstrated how one 
government was now trying to facilitate the incorporation of communities being integrated into 
tourism networks. Networks and entrepreneurial pursuits, as well as a community development 
plan that address other industries in addition to tourism, contributes to successful community 
development.  
To ensure the community is able to maximise benefits from CBT, it is vital for CBT 
management to adopt a business approach to enhance operations through external 
capabilities.  
6.5 Limitations of the Research 
Limitations of the research are provided within this section. 
6.5.1 Using a Reductionist Approach 
To be able to present the findings of this study in a clear, easy to understand manner, a 
reductionist approach was adopted. The reductionist approach takes a more complex focal point 
and thinks of a simple way of approaching it. The reductionist approach involved the creation 
of simple concepts, which were the ‘instances’, ‘responses’, and ‘impacts’, and then, 
established these concepts as being integral components to the conflict management process 
prior to presenting the sub-models of the overarching conflict management model and 
explaining the ‘interrelationships’ of the data.  
Although the reductionist approach developed many significant theoretical, methodological, 
and practical contributions from the results of the study, the conflicts studied were actually 
much more complicated and in-depth, as were illustrated in the findings of research objective 
four.  
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6.5.2 Limitations of the Model 
In addition to the linear sub-model, there were additional sub-models developed illustrating 
three different ‘interrelationship’ scenarios. Although the ‘interrelationship’ scenarios were 
explained, the diagrams used to illustrate the three scenarios do not properly account for the 
multiplicity and complexity of the ‘interrelationships’ of the conflict themes. Therefore, the 
sub-models only provide an indicative view of how the conflict themes can ‘interrelate’. 
Application of this model in another context could identify more ‘interrelationships’ that could 
be modelled as additional sub-models, which would need to be adjusted accordingly to the 
identified ‘instances’, ‘responses’, and ‘impacts’. 
6.6 Suggestions for Future Research 
This research opened investigation into conflict and its management in CBT projects around 
the world and raised numerous questions for potential research. 
Firstly, the proliferation of CBT globally provides extensive opportunities for further research 
of qualitative case studies examining the details associated with the categories found within 
the ‘instances’, ‘responses’, and ‘impacts’ conflict themes. The aim of the exploratory 
qualitative research was to identify the concepts that were the predominant ‘conflict 
themes’ and this was achieved. Future quantitative research would be able to determine 
the significance of each of these themes for CBT in various contexts.   
Upon developing a greater understanding of the categories, quantitative studies should be 
undertaken to determine which of the categories are most significant. The quantitative studies 
would assist in determining what categories have a greater influence on the successful outcome 
of CBT projects. Furthermore, although the literature has discussed many concepts, through 
quantitative studies it can be determined which of these concepts are significant and which may 
be not very important. 
6.6.1 Conflict Management Process During CBT 
Due to the complexity and multiplicity of the various ‘interrelationships’ of the conflict themes, 
future research can focus more specifically on the presented conflict theme models to determine 
the frequency each model occurs during a CBT project. Additionally, multiple specific CBT 
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examples can be researched over the course of the development process or during a set amount 
of time from implementation to determine if there are any similarities.  
The influence of community dynamics on the conflict management models is another 
suggestion for future research. This proposed study would focus on internal stakeholders and 
would assess what conflict categories are most prevalent during the conflict management 
process. 
Future research can focus strictly on providing more depth concerning the connection between 
the specific ‘instances’ into specific ‘responses’ into specific ‘impacts’. 
Finally another study proposed for future research is a quantitative review of specific 
‘instances’ linked to specific ‘responses’ linked to specific ‘impacts’ during the conflict 
management process. 
6.6.2 Geographic Representation 
Although community member stakeholders were interviewed during this study, all of the 
community members were based in Malaysia, with half being from the successful CBT 
development and the other half being from the developing CBT project. Therefore, as a 
suggestion for future research, more community members from CBT projects across the globe 
should be interviewed for their input into the model. 
Additional future research should include multilingual studies specifically addressing 
community members and their thoughts on the model. 
For future research addressing community members across the globe, more detailed studies 
comparing developed country data with developing country data could be presented. 
6.6.3 Application of the Conflict Management Approach to a Non-
Tourism Setting 
While this study has developed a model of conflict management in relation to CBT, exploration 
of the conflict management model in a non-tourism setting, is also suggested for future 
research. 
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6.7 Conclusion 
In its entirety, this study has made significant theoretical, methodological, and practical 
contributions to the existing CBT literature. From the development of a technique and model 
to identify ‘instances’, ‘responses’, and ‘impacts’ related to conflict and its management, to 
utilising that model and the data gained through the research process to provide 
recommendations to enhance successful outcomes during CBT, this study has encompassed a 
holistic perspective towards achieving a conflict management process that can be applied by 
and works for all related CBT stakeholder groups. 
As a final thought to conclude, an appropriate quote from participant N5, in response to what 
was required to ensure success has been provided to bring closure to this study:  
When you are doing this type of thing, you have to have heart. You have to put 
yourself into it. You have to be passionate. Feel the thing. Want the thing. Spirit 
helps. If you are doing it from purely a commercial point of view, it’s not the same. 
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8.3 Appendix C: Sample Listing of Potential Stage 1 Survey Respondents 
Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Institute for Tourism and Development Germany  Cenesta Iran 
The Blue Yonder India  Agua Sustenable Bolivia 
Zerafshan Tourism Development Association Tajikistan  Conservation Volunteers Australia 
Tengboche Development Project Nepal  Counterpart International USA 
Basis International  India  Delta Environmental Centre South Africa 
Woodlands Network Sri Lanka  Department of Sustainability…. Australia 
Sua Bali Indonesia  Development Alternatives India 
Pearls of Uganda Uganda  Dubai Desert Conservation Reserve UAE 
Aboriginal Art & Culture Centre Australia  Dutch Caribbean Nature Alliance 
The 
Netherlands 
WAITOC  Australia  Earth Day Network USA 
Kaya Forests of the Kenya Kenya  Eco-Union  Spain 
San Miguel Del Bala Eco-Lodge Bolivia  Environment & Social Developemnt Bangladesh 
Portsmouth Indian River Tour Guides Association Dominica  Environmental Foundation of Jamaica Jamaica 
Eggleston Giroudel Flower Growers Group, Inc Dominica  Foundation for Environmental Security and Sustainability USA 
Exotica Cottages Dominica  Foundation for the Philippine Envrionment Philippines 
The Bellevue Chopin Organic Farmers Group Dominica  CBI Netherlands 
Portsmouth Community Tourism Association Dominica  Travelife Netherlands 
3 Rivers Dominica  Global Sustainable Tourism Council USA 
Ucodep Dominica  Maasai Mara Kenya 
Wakerswood Caribbean Foods Limited Jamaica  Mlilo Kenya 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, 
consultants, facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of 
the listed agencies included personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
St Lucia Heritage Tourism Programme St. Lucia  Mangrove Action Project USA 
Plas Kassav St Lucia  Andaman Coast Community Tourism Thailand 
Nature Seekers Trindidad  Andaman Discoveries Thailand 
Agro-Tourism Linkages Centre Barbados  Blue Guru Thailand 
Association Constarricense Costa Rica  Greenview Travel Thailand 
Caribbean Tourism Human Resource Council Barbados  Diamond Coral Tour Thailand 
Community Tourism Foundation Barbados  Khao Lak Land Discovery Thailand 
Countrystyle International Ltd. Jamaica  Koh Ra Ecolodge Thailand 
Fair Trade in Tourism South Africa 
South 
Africa  Golden Buddha Beach Resort Thailand 
Namibian Community Based Tourism Association Namibia  Greenview Resort Thailand 
Pro Poor Tourism Partnership   Kampuan Guest House and Community Centre Thailand 
Responsible, Ecological, Social Tours   Andaman Peace Resort Thailand 
Sustainable Communities Foundation Through Tourism Jamaica  Kiw Orchid Guesthouse Thailand 
Sustainable Economic Development Unit Trinidad  Gazi Women Ecotourism Project Kenya 
Toledo Ecotourism Association Belize  Kerala Homestays India 
Tourism Concern   Ban Nong Khao Community Tourism Thailand 
Travel Foundation Tobago, Ltd   Bandipur Eco-Cultural Tourism Project Nepal 
Uganda Community Tourism Association   Buhoma Village Walk Enterprise Uganda 
UNESCO Youth Path Programme   Bum Hill Community Campsite Namibia 
Tourism Product Development Co. Ltd. Jamaica  Casa Machiguenga Peru 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include 
academics, consultants, facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  
Furthermore, several of the listed agencies included personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Investment Promotion Authority PNG  Cerro Escondido Costa Rica 
Niguini Eco Tourism Services PNG  Covane Community Lodge Mozambique 
Louisiades PNG  Giao Xuan Community Ecotourism Development Vietnam 
Phillippine Eage Foundation Philippines  Kahawa Shamba Tanzania 
Palawan Council for Sustainable Development Philippines  Meket Community Tourism Project  
Palawan Council for Sustainable Development Philippines  Nambwa Campsite Namibia 
Department of Environment and Natural Resources Philippines  Posada Amazonas  
Asian Conservation Company Philippines  Puerto Hondo Ecuador 
Puerto Princesa Underground River Philippines  Rasuwa Nepal 
Ethnic Groups of the Philippines Philippines  CBTVietnam Vietnam 
Go Palawan Philippines  Pacific Asia Travel Association Pacific 
Tubbataha Reefs Natural Park Philippines  Pacific Asia Travel Association China 
Altimonan Quezon Philippines  Earthcheck Australia 
PNG Trekking Adventures PNG  Tourist Information Center Vietnam 
Australian Volunteers International Australia  Sapa Chau Vietnam 
PNG Eco Tours PNG  Footprint Vietnam Vietnam 
South Pacific Tourism PNG  PhuPhiang Thailand 
Ideas Australia  Asia Pacific Projects, Inc. Philippines 
Ecolibrium Sustainable Adventures   Community Based Tourism Institute Thailand 
New Zealand Aid Programme NZ  Tourism Concern  London 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include 
academics, consultants, facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  
Furthermore, several of the listed agencies included personalised email addresses for their staff, which have also not been included in this 
list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Province of Bohol Philippines  Uganda Wildlife Authority Buhoma Community Rest Camp. Uganda 
Bohol Provincial Tourism Office Philippines  Buhoma Community Developement Association. Uganda 
Bohol Philippines  Buhoma Community Rest Camp Uganda 
Bohol Tourism Office Philippines  Buhoma Eco-Tours Uganda 
Bali Community Based Tourism Association Bali  Community-based Enterprise Development (CBED) Uganda 
Community Baboon Sanctuary Belize  Keys to Costa Rica Coasta Rica 
Placencia Belize  Asociación Ecológica Paquera - Lepanto - Cóbano Coasta Rica 
Retosa 
South 
Africa  VƯỜN QUỐC GIA XUÂN THỦY Vietnam 
ASEAN Tourism Association Malaysia  Journeys by Design  
Tourism Cambodia Cambodia  TESFA Community Tourism Technical Support Unit (TSU) Ethiopia 
Lao Association of Travel Agents Lao  Manda Wilderness Project - Nkwichi Lodge Mozambique 
Myanmar Tourism Myanmar  Ministry of Tourism & Legal Affairs Dominca 
The Department of Tourism Philippines  CARE Ecaudor  
Vietnam Tourism Vietnam  ICRT Australia Australia 
International Trade Centre Switzerland  Rainforest Alliance  
Tuan Linh Travel Vietnam  WTM  
Vietnam CBT Network Vietnam  Irresponsible tourism  
SNV The Netherlands Development Organisation - Vietnam Vietnam  Responsible Tourism Partnership  
Toot Oostveen Vietnam  The Long Run  
Haribon Foundation Philippines  Monte Azul Costa Rica 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, consultants, 
facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of the listed agencies 
included personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Fiordland 
New 
Zealand  Tahi 
New 
Zealand 
Dept of Conservation 
New 
Zealand  Nihiwatu Indonesia 
SEARRP Malaysia  Caiman Ecological Reserve Brazil 
Pulua Sipadan Resort and 
Tours Malaysia  Lemarti's Camp Kenya 
Oragutan Sanctuary Malaysia  Tenuta Di Spannocchia Italy 
Wonderful Bali Indonesia  Cottars 1920's Camp Kenya 
Gunung Gede Pangrango NP Indonesia  Nirox Foundation 
South 
Africa 
Karimunjawa NP Indonesia  Ecos Travel Ecuador 
Divers Lodge Indonesia  The Zeitz Foundation  
Komodo National Park Indonesia  Maguga Dam Viewsite and crafts 
South 
Africa 
Mimpi Resort Indonesia  Nsangwini Rock Art Swaziland 
Parkswatch USA  The World Bank  
Galapagos Islands Ecuador  OPSR  
The Nature Conservancy   Inter-American Development Bank  
Go Chile Chile  Inter-American Development Bank  
RIPIOTURISMO Argentina  Sustainable Tourism CRC  
Pumalin Park Chile  The Canadiean CED Network Canada 
Amazon Conservation USA  Honduran Chamber of American Commerce Honduras 
Amazon Adventures Peru  Coral Reef Alliance  
The MAB Programme Brazil  Sumak Travel  
*: Note: This listing does not include the names of individuals who were included in the email distribution.  
These individuals include academics, consultants, facilitators, members of tourism organisations, members of 
governmental offices, members of NGOs, and so forth.  Furthermore, several of the listed agencies included 
personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Focus Conservation Fund USA  socioeco  
Pantanal USA  Dem Dats Doin Belize 
James Warwick UK  Nu’uk Che’il Cottages and Hmen Herbal Center Belize 
Greentracks USA  Toleda Ecotourism Association Belize 
Bird Bolivia Bolivia  Tutzil Nah Cottages Belize 
Nature Seychelles Seychelles  Belize Audobon Society Belize 
Wildlife Direct Kenya  Tusoco Viajes Boliva 
Arctic Refuge USA  Devex  
Rezervatio Biosferei Delta Dunarii Romania  Helvetas Kyrgyzstan 
Retezat Romania  Centre for Resource Management and Environmental Studies  
Hortobagy National Park Hungary  CBT Tourist Information Ghana 
Glovers Reef Basecamp Belize  Yachaqui Wayi Responsible Travel Center Peru 
Autentica Cuba Cuba  The Mountain Institute  Peru 
3 Rivers & Rosalie Forest Eco 
Lodge Dominica  Crooked Trails USA 
&Beyond 
South 
Africa  RESPONS Peru 
255Uncharted Tanzania  Rhotia Valley Tented Lodge Tanzania 
26 Sunset Avenue 
South 
Africa  Mohamed Imerhane Morocco 
A Step Ahead Spain  Tribewanted Italy 
A Tent With A View Safaris Tanzania  The Tourism Office of Huamachuco Peru 
ATV Southern Cross Spain  Solimar International USA 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include 
academics, consultants, facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so 
forth.  Furthermore, several of the listed agencies included personalised email addresses for their staff, which have also not been 
included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
AA Safaris and Tours Uganda  Fundacion Atlantica  
AA Travel Guides, SA South Africa  ATPPR Research Center Thailand 
Siwaa' Test Area of the CMDT's Southern-Mali Zone Mali  ACODEP Program Mali 
U SIGIGNON Mali  Kita Cercle Mali 
Village Lands Management Component Mali  Djombougou Mali 
Campfire Zimbabwe  Renewable Natural Resources Community Management Project  
Department for International Development UK  Lake Malombe, Malawi Malawi 
COBATI Uganda  The Zone Siwaa Mali 
The Philippine Eagle Foundation Philippines  Khaosok Thailand 
Surat Thani, Thailand Thailand  Maguga Dam Viewsite 
South 
Africa 
Kung Krabaen Bay, Eastern Thailand Thailand  TT Group Serbia 
Pamir and Wakhan Area, Badakhshan Province Afghanistan  Luang Namtha's Ecotourism Lodge Loas 
National Environment Action Plan for Sustainable Development Kazakhstan  GreenDiscovery Loas 
Acre, Brazilian Amazonia Brazil  The Vine Retreat Cambodia 
Bitaco River Colombia  Equitable Cambodia Cambodia 
Project CESPA Colombia  Cambodia Rural Development Team Cambodia 
Los Haitises National Park 
Dominican 
Republic  Cambodia Rural Development Tours Cambodia 
Carmelita and the Maya Biosphere Reserve Petén Guatemala  DoTourism in Mondulkiri Province Cambodia 
El Florido and Izabal villages Guatemala  Ministry of Tourism Cambodia 
Lake Amatitlan Guatemala  CCBEB, Cambodia Community Based Ecotourism Cambodia 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, consultants, facilitators, 
members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of the listed agencies included personalised email 
addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Rio Platano Biosphere Reserve Honduras  Elephants Livelihood Initiative Environment Cambodia 
Bay Islands Honduras  World Wide Fund Cambodia 
COSECHA Honduras  Cree Village Ecolodge Canada 
Yucatan Peninsula Mexico  Chalalan Ecolodge Bolivia 
Calakmul Biosphere Reserve Mexico  Ministry of Foreign Affairs Denmark 
The Responsible Travel Club of Vietnam Vietnam  Norwegian Aid Agency (NORAD) Norway 
The Cambodian Rural Development Team Cambodia  SNV Zambia Zambia 
The Great Projects   
United Nations Development Program (UNDP) 
European 
Office 
COAST   United Nations Development Program (UNDP) Belgium 
National Environment Agency Gambia  Danish Association for International Cooperation (MS)  
Nature Conservation Research Centre Ghana  US Agency for International Development (USAID)  
Redo Ghana Ghana  Municipality of Gambos/Province of Huila, Republic of Angola Angola 
NEMA Kenya  Prunus Africana in the Mount Cameroon Region  
GEF USA  Tigray, Northern Ethiopia Ethiopia 
IACD   Kogyae Strict Nature Reserve Ghana 
The Centre for Development Enterprise (CDE)  Brussels  Upper Niger National Park Guinea 
Tourism Enhancement Fund Australia  Artisanal Fishing Sustainable Development Project  Guinea Bissau 
The World Bank   Karmaquest Ecotourism and Adventure Travel USA 
Il Ngwesi Kenya  Quang Nam Tourism Vietnam 
Let's Go Safari   Foundation for International Development / Relief Japan 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, 
consultants, facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of 
the listed agencies included personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Ecotourism Kenya   Diawling National Park, Mauritania Mauritania 
Magical Kenya Kenya  Santaca Pilot Project, Matutuíne, Mozambique Mozambique 
Satao Elerai Lodge Kenya  Dallol Maouri Niger 
Grootberg Lodge Namibia  The Community Based Natural Resources Management Program Senegal 
Governor's Camp Kenya  Djoudj National Bird Sanctuary Senegal 
African Wildlife Foundation Kenya  Pilanesberg National Park, South Africa South Africa 
IUCN   Rural Development Project in Sinkat, Red Sea State Sudan 
Aaranyak India  Coast of Kilwa, Lindi and Mtwara Districts Tanzania 
Accionatura Spain  Shea Project for Local Conservation and Development Uganda 
Fondazioni4Africa Italy  Sunungukai Camp, Zimbabwe Zimbabwe 
Action for the City Vietnam  East Sinjai, South Sulawesi, Indonesia Indonesia 
African Conservation Trust   A Bukit Tigapuluh's ICDP experiences Indonesia 
Arab Group fort the Protection of Nature Jordan  Palawan Philippines 
Acra Italy  Sustainable Coastal Area Development (SCAD)  Philippines 
Preserve Planet   Abercrombie & Kent UK 
Association for Forests, Development & Conservation Lebanon  About Africa UK 
Quebec-Labrador Foundation Canada  Absolute Africa  UK 
Australian Rainforest Conservation Society   Advantage East Africa Kenya 
Bahamas National Trust Bahamas  Adventua Tours and Travel South Africa 
Belize Audobon Society Belize  Africa Albida Tourism Zimbabwe 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, consultants, 
facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of the listed agencies 
included personalised email addresses for their staff, which have also not been included in this list. 
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Sample Listing of Stage 1 Survey Recipients* 
Agency Country   Agency Country 
Bellagio Forum Germany  Africa Exclusive UK 
Both ENDS Netherlands  Africa Explorer UK 
CARMABI Curacao  Africa Geographic 
South 
Africa 
Center for Russian Environmental Policy Russia  Africa House Safaris Kenya 
Centre du Suivi Ecologique Senegal  The Endogenous Tourism Project- Rural Tourism Scheme  India 
Centre for Environment Education India  United States African Development Foundation  
Centre for Environmental Policy and Advocacy Malawi  Community Development Foundation UK 
Centre for Marinelife Conservation and Community Development Vietnam  Explore Rural India India 
Langtang Ecotourism Project   Reality Tourism India 
Langtang National Park, Nepal Nepal  The Mountain Institute  USA 
Qomolangma Nature Preserve, Tibet Autonomous Region, China China  Huascaran National Park, Peru Peru 
*: Note: This listing does not include the names of individuals who were included in the email distribution.  These individuals include academics, consultants, 
facilitators, members of tourism organisations, members of governmental offices, members of NGOs, and so forth.  Furthermore, several of the listed agencies 
included personalised email addresses for their staff, which have also not been included in this list. 
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8.4 Appendix D: Stage 2 Ethical Clearance 
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8.5 Appendix E: Stage 2 Interview Guide 
 
301 
 
 
 
 
302 
 
 
 
303 
 
 
 
 
 
 
 
304 
 
 
 
 
 
 
305 
 
 
